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ABSTRACT 
Citizens interact with government departments and agencies for public services and 
goods which lead to a service encounter between a public official and client. Various 
initiatives and policies have been developed and are being implemented in the public 
service to adopt a client-centred approach to service delivery. The White Paper on the 
Transformation of the Public Service of 1997, identifies the eight Batho Pele principles 
which sets the framework for implementation of service quality within the South African 
public service. Government departments are expected to implement measurable 
service standards to determine levels of service quality to be met that will define levels 
of client satisfaction with service provision. The assessment of the service encounter 
by the client informs perceived levels of satisfaction held. This assessment of service 
quality by clients is therefore value-laden, subjective and periodic. 
The study focused on the implementation of measures to create and maintain a client-
centric public service in South Africa that would lead to levels of client satisfaction with 
service quality. The study assessed the implementation and maintenance of service 
quality at the Social Security Agency of South African the Eastern Cape. The SASSA 
is responsible for the disbursement of various social grants to facilitate a quality of life 
as enshrined by the Bill of Rights in the Constitution of South Africa, 1996.  The focus 
of the study was linked to beneficiary maintenance and customer care at SASSA. The 
study included three different sample groups namely the clients, officials engaged in 
grant administration and different levels of management which included senior 
management, district and area managers. 
The findings revealed that the SASSA has implemented numerous new programmes 
aimed at a client-centric approach to service delivery. Analysis of the findings revealed 
expectation as well performance gaps which indicated that officials do not comply with 
the protocols of the agency and the Batho Pele principles. The promised service 
standards specified within the SASSA Customer Care Charter is not being realised 
which fundamentally indicate inefficient and ineffective monitoring of compliance with 
norms and standards. A conclusion drawn therefore is that the human dignity of clients 
in search of socials assistance who chiefly constitute vulnerable groups is being 
infringed. Three key service quality dimensions are identified that needs intervention 
for improved service quality. These dimensions include tangibility, assurance and 
responsiveness of functional components identified in respect of nine themes. 
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CHAPTER 1 
 
INTRODUCTION AND BACKGRO0UND 
 
1.1 INTRODUCTION  
The public service in South Africa is a vast hierarchical permanent structure 
which, according to the Constitution of 1996 section 197(1) : 
…must function and be structured in terms of national legislation and must 
loyally execute the lawful policies of the government of the day. 
The Bill of Rights enshrines basic rights for all South Africans with section 26(1) 
citing the right to housing, and section 27(1) citing the rights of citizens to health 
care, food, water and social security. Public officials give effect to these rights as 
they are tasked in terms of statutory provision to implement policy objectives 
which in turn leads to service delivery. The translation of these policy objectives 
requires the implementation of systems, processes and an organisational culture 
that lends itself to service quality. The implementation of policy objectives leads to 
interaction, directly or indirectly, between citizen and official, that translates into a 
client relationship. This relationship evolves continuously as the nature of the 
service required changes.   
A client-centred relationship is determined by two dimensions: citizens who are 
external clients and public officials who are the internal clients to the bureaucracy 
in respect of the organisational structure held. A bureaucratic structure is defined 
by different units and tiers which include frontline officials and specialised units. 
Clients invariably interact with frontline officials for service where they will 
experience service quality. Management, on the other hand, is required to guide 
the implementation of service quality by providing managerial and strategic 
leadership to garner a sense of accountability, responsiveness, efficiency and 
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effectiveness and instil a sense of commitment and loyalty amongst the officials 
to meet strategic organisational goals.  
The relationship between client and official, on the other hand, should be founded 
on such principles as trust, integrity, accountability, reliability, and 
responsiveness. The display of these principles legitimises the relationship 
between the public official and the client. These aspects are also the foundations 
of the second issue, namely public governance, which finds its origin in pluralist 
theory based on multi-actor and process interaction (Howlett, Ramesh & Perl, 
2009:37). 
The concept of governance has been contested by many theorists (Rhodes 
1997:33; Cloete, 2007:192; Bovaird & Löffler, 2009:11; Kjaer 2009:140; Kooiman 
2003:27; Kooiman, 2010:73). However, there is agreement that governance 
expands the boundaries of government to be more inclusive. The paradigm 
expounds the notion that multiple interdependent stakeholders are critical to the 
process of effective service delivery. Essentially, the provision of public services 
is a shared responsibility of a multitude of stakeholders which include the 
government, the market and citizens. The government is, however, the key 
stakeholder that enables service delivery. Fundamentally, public governance 
refers to the institutional, structural and process approach of government that 
enables the delivery of public services. Public officials are the enablers of service 
delivery and citizens, the initiators and recipients of the policy output. The 
implication is that a mutually-dependent relationship exists between public 
officials and citizen or client, as referred to interchangeably in this study. Both 
stakeholders therefore establish and influence levels of service quality in service 
delivery (Löffler 2009:219;Osborne 2010:9). Public officials have the responsibility 
of ascertaining citizen needs and the nature thereof, informed by various public 
management processes. Citizens, on the other hand, act as monitoring and 
evaluation agents continually informing via various channels of their experience 
and expectation of service delivery. The implication is that service quality is value-
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based in that certain practices, tendencies and perceptions influence its 
attainment (Aberbach & Rockman, 1992:137; Bovaird & Löffler, 2009:177).  
 
Furthermore, it is important that dialogue and consultation exist between the 
government and citizens in a representative democracy. Elections in a 
representative democracy are periodic; therefore, the government is bound by its 
election manifesto as well as morally to be responsive to citizens’ needs in 
respect of available resources. Inherent in responsiveness are the perceived 
levels of both internal and external levels of accountability and legitimacy held of 
government. This experience and perception of service delivery by citizens 
informs a normative projection which often indicates a gap between prevailing 
circumstance and how service ought to be delivered (Bovaird & Löffler, 2009:10). 
 
Service quality for the purpose of this study refers to the intangible nature of 
measuring levels of client satisfaction with service encounters that will lead to a 
sustained client-centred relationship between public official and client. It implies 
the alignment of service provision with business processes to achieve defined 
outputs and outcomes (Bovaird & Löffler, 2009:166). According to Morgan and 
Murgatroyd (1994:8), service quality is value-based in that it is the expectation the 
client holds of a service encounter and the experience met during a service 
request. The concept sustained implies “continuing without becoming weaker” 
(Longman Active Study Dictionary, 1999).Therefore, the definition of this concept 
implies a long-term and continuous relationship between the government and 
citizens in respect of service quality received. Clients engage with the 
government on multiple intervals which holds implications for a client-centred 
relationship based on trust as well as the development of organisational 
reputation. 
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The government via statutory provision and policy frameworks such as The White 
Paper on the Transformation of the Public Service of 1997 (Batho Pele White 
paper) and the Policy Framework for the Government-wide Monitoring and 
Evaluation System (GWM&ES) 2007 seeks the implementation and maintenance 
of service quality levels for service excellence across all government 
departments. This policy framework requires the implementation of functional co-
ordinated monitoring and evaluation across all departments and provinces to 
improve public services as well as cost-effectiveness in service provision. 
Monitoring and evaluation will allow public officials to take note of successes 
achieved in service quality as well as to take corrective action where needed. The 
legal frameworks and policy documents require the development of departmental 
service delivery improvement plans and service standards in terms of defined 
outputs, target and performance indicators. The defined outputs and outcomes 
are to be monitored and evaluated periodically.  
 
According to the Public Service Regulation of 2001 as amended April 2008, the 
implementation of monitoring and evaluation strategies are key performance 
areas of director-generals appointed to a department. The quest for service 
excellence implies that systems and processes should be aimed at a client-
centred culture within the public service. They should be centred on the 
integration of a management philosophy and tools to meet and exceed client 
expectations in the most cost-effective manner, in terms of financial, physical and 
human resources.  
 
 The unit of analysis of this study is the South Africa Social Security Agency 
(SASSA) with specific reference to the Eastern Cape. The agency was created in 
terms of the Social Security Agency Act (No 9) of 2004. The mandate of the 
agency in terms of the Act is the provision of means tested social assistance in 
the form of social grants and the provision of social relief of distress assistance. 
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The rationale for the provision for social assistance by the government is to 
prevent and reduce poverty amongst vulnerable groups and those who are 
unable to support themselves (Kaseke, 2010:160).  
 
The provision of social assistance in terms of the Social Assistance Act 2004 (No 
13) of 2004 takes the form of various grants to vulnerable groups that include: 
•  Child support grants (CSG), which provide support for qualifying families 
with children under the age of 18 years; 
•  Older persons’ grants, providing support to eligible men and women over 
the age of 60 years; 
•  War veterans’ grants paid to eligible veterans of the First and Second 
World Wars as well as the Korean War;  
•  Foster child grants which provide support to families with foster children  
below the age of 18 and up to the age of 21 years if these children are still 
school-going; 
• Care and dependency grants, which provide support to families with 
severely disabled children who are below the age of 18 years; 
• Grant-in-aid, which is an additional amount paid to the beneficiaries of 
grants for older persons, war veterans or disabled persons who require 
full-time assistance with activities pertaining to daily living; and 
• Social Relief of Distress which is a short-term discretionary grant that is 
provided to qualifying people experiencing temporary distress. This aid will 
be provided to applicants:   
•  Who awaiting approval of a grant;  
•  Who are found medically unfit to undertake remunerative work for a 
period of less than six months; 
• Identified where the breadwinner is deceased and insufficient means 
are available;  
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• affected by a disaster, and the specific area has not yet been 
declared a disaster area, 
• who appealed against the suspension of a grant;  
• where the person is not a member of a household that is already 
receiving social assistance, and;   
• who are not receiving assistance from any other organisation.  
 
The provision of these categories of social assistance requires the 
implementation of functional systems that allow for efficient and effective 
processing for disbursement. The Act further provides for the establishment of an 
Inspectorate for Social Assistance. The purpose of the Inspectorate of Social 
Assistance is to ensure that levels of integrity are maintained in the disbursement 
of social assistance which includes monitoring levels of fraud activity. 
  
The strategic plans of the agency for 2009/10 - 2011/12 as well as 2011 - 2014 
identified as relevant to this study the following priority areas for improved service 
quality that are relevant for this study:  
• a customer-care centred benefits administration and management system 
with improved organisational capacity and  
• comprehensive and integrated social security administration and 
management services.  
The agency has committed itself in terms of the priority area customer-care 
centred benefit administration and management to an accessible and dignified 
customer-friendly environment that also caters for disabled and older persons.  
 
The quest for service excellence is informed and supported by systems and 
structures which public officials have to conform to in terms of regulations and 
protocols adopted. These systems and structures can be empirically monitored 
and objectively measured. Positivist theorists place the emphasis on measurable 
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and calculable clinical data which can be derived only from studying, in this case, 
systems, processes and strategies which will lead to scientific objective 
knowledge (Cloete & Rabie, 2009:86; Howlett et al, 2009:21). Post-positivist 
theorists, on the other hand, argue that it is important to combine normative 
analysis with objective quantifiable data to provide insight into a more realistic 
reality of quality management (Howlett et al, 2009:27).  
 
1.2 RATIONALE FOR THE FOR STUDY 
A multitude of issues plague the provision of public services in South Africa. Poor 
service delivery has resulted in a barrage of critique levelled at successive 
governments since the democratic elections in 1994. The nature of the criticism 
levelled has been the lack of professional, efficient, courteous client service with 
empathy which is not confined to one department but to the South African public 
service at large (Grobbler, 2009; Opplet, 2004; Swartz, 2005; Ramphele, 2009).  
In addition, poverty is an ever-present and growing phenomenon in South Africa, 
primarily due to low economic productivity rates and consequently low job 
creation opportunities. Levels of unemployment are particularly prevalent in the 
Eastern Cape where only two out of every ten people are employed (ECSECCC 
2011:10). This phenomenon creates an increasing demand for the provision of 
social assistance and social relief of distress by vulnerable groups. The 
Department of Social Development (DSD) defines vulnerable groups as: 
 
   “Those who have no social protection who are therefore exposed to social ills. “ 
 
The characteristics that define vulnerable groups include: 
…. various forms of poverty cited for the poorest of poor, lack of visible social 
support, homelessness, people living in conflict or violent settings and is 
disorganised or dysfunctional families. Generally this group lack adequate safety 
nets. (DSD 2006).  
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The number of grant beneficiaries nationally increased from 13 million in 2008 - 
09 to over 15 million in 2010 - 2011 (SASSA 2011). The Eastern Cape held the 
second highest number of overall grant beneficiaries as at March 2010 (SASSA 
Annual Report 2010:24). The implication therefore is that the SASSA has to 
provide social assistance with greater efficiency and effectiveness.  
 
The disbursement of social assistance was historically managed by the previous 
Department of Social Welfare, thereafter the Department of Social Development. 
The Agency commenced disbursement of social assistance from April 2006. The 
creation of the Agency was in response to a number of service quality issues 
experienced by the aforementioned departments. The creation of the agency was 
chiefly that the disbursement by a number fragmented units meant that provision 
of social service and inherent systems where dysfunctional and lacked levels of 
standardisation. The level of fragmentation and dysfunctional service provision 
fundamentally impacted on the livelihood of vulnerable groups and was not 
meeting the principles of the White Paper for Social Welfare of 1997. This policy 
document sets the foundation for the provision of socials services and social 
assistance in democratic South Africa. This policy document stipulates as follows: 
 
“Social welfare policies and programmes which provide for cash transfers, 
social relief, and enabling and developmental services ensure that people have 
adequate economic and social protection during times of unemployment, ill-
health, maternity, childrearing, widowhood, disability, old age and so on. Social 
welfare programmes of this nature contribute to human resource development by 
enabling impoverished households to provide adequate care for their members, 
especially children and those who are vulnerable. When such programmes are 
combined with capacity building, people can be released from the poverty trap.” 
   
The agency since its commencement has inherited a number of service quality 
issues experienced by the aforementioned departments, inter alia, backlogs in the 
processing of applications and claimants spending many hours queuing for pay-
outs in adverse weather condition (Reddy & Sokomani, 2008:55). The formation 
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of the Agency originally stems recommendation made by the Committee for 
Restructuring of Social Security of 1997 also referred to as the Chikane 
Commission. The recommendations made were in response to the dysfunctional 
provision of social assistance and social security system. This committee made 
the following recommendations: 
• A nationally organised social security should be established; 
• Management systems should be standardised and integrated; 
• A focussed communication plan should be developed; 
• Legislation and rules relating to internal discipline should be simplified; 
• A uniform approach to social security in particular the payment of disability 
grant be addressed; and 
• A specific budget should be developed for the administration of social 
security at the national and provincial level of government (Reddy & 
Sokomani, 2008:23).  
  
In 1998, the Public Service Commission investigated the provision of social 
security services. The Commission recommended various improvements to the 
provision of social assistance and security. These recommendations were as 
follows: 
• The national Department of Welfare should invest in training of provincial 
officials to empower them in order to build capacity in to administer 
services efficiently. 
• There should be improved monitoring by the nation 
• A national computer system must be implemented and the types and 
amounts of grants should be controlled from a national level. 
• The fiscal requirements of providing social assistance and which by 
implication refers to national appropriation should be handled nationally 
with conditional allocations at provincial levels.  
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• The delivery of social security should be a provincial competency however 
should be monitored by closely by the national department. The 
management of backlogs is a provincial competency and all new 
applications should be processes with a timeframe of three months. 
(Reddy and Sokomani, 2008:25)  
 
The agency has implemented a number of service delivery improvement 
strategies to achieve service quality. These strategies include, from a national 
level, the Integrated Community Registration Outreach Programme (ICROP) 
aimed at moving service delivery closer to the potential beneficiaries in rural 
areas as well as new service delivery models to improve functional processes for 
the disbursement of social assistance. At regional level two turnaround strategies 
have been implemented, which were aimed at improving conditions at service 
points and general work-flow. The Turn-around strategy implemented from March 
2011 was particular aimed at improving functional as well as image service 
quality as it focussed on the implementation of the new service delivery model for 
improved efficiency as well the layout of the offices and areas of customer-care 
(SASSA Turn-around strategy 2011-2012). 
 
Furthermore, the SASSA national research and strategy unit conducted in 2011 a 
survey across all service points within the Eastern Cape to understand issues and 
to assess the organisational climate and culture prevalent amongst officials 
across the SASSA within the Eastern Cape. The findings revealed that the morale 
of the officials was particularly low as they do not feel valued within the ranks of 
the agency. Officials indicated that the organisational climate requires attention in 
that staff referred to experiences of unfair treatment such as bias, undermining of 
lower occupational levels, humiliation and disrespect (SASSA Culture and 
Climate Survey 2012). Evidence of low morale amongst officials holds a direct 
relationship with the level of service quality met by clients.  
10 
 
The maintenance of poor levels of service quality have been identified by the 
media and in government reports, specifically administrative inefficiency, official 
misconduct and corruption. Furthermore, long queues for claimants have been 
reported at pay-out points and basic facilities are not provided, exposing clients to 
various security and health risks (Donnelly 2011). Furthermore, delays in 
processing and finalising grant applications are experienced which has led to 
backlogs. In addition, fraudulent claimants and pay-outs to deceased individuals 
or non-eligible beneficiaries, as well as delays in the notification of the termination 
of grants are experienced (SASSA Annual Report 2009/2010; SASSA Strategic 
Plan 2011 -2014). The provision of service quality is particularly hampered by the 
low staff levels following a moratorium placed on recruitment. However, in 2011 
the SASSA commenced the appointment of strategic appointments to meet the 
service delivery priorities.  
 
Poor client-service provision in the public service often goes unchecked, 
perpetuating unprofessional service delivery. Furthermore, internal organisational 
monitoring and evaluation mechanisms are either not implemented or equipped to 
hold public servants accountable for efficient and professional service provision 
(Goetze & Jenkins, 2005:175; PSC Fifth Consolidated Public Service Monitoring 
and Evaluation Systems Report, 2008). Frontline staff who are the first point of 
contact with clients are often accused of being inefficient in carrying out their 
tasks and are disrespectful towards citizens, ill-informed and unable to offer 
speedy and conclusive assistance. In addition, practices and procedures 
implemented to obtain public goods and services are said to be laborious and 
intimidating and public officials are often not instrumental in garnering a client-
service ethos (Opplet, 2004; Merten, 2004; Swartz, 2005; Ramphele, 2009). Poor 
unprofessional service delivery taints the public image of public officials and the 
public service even where strides have been made towards improved client 
relations and service delivery (Swartz, 2005; Hanekom, 1995:202).  
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However, critique on the availability and quality of service delivery by citizens is 
fundamentally good practice in a representative democracy. It informs the 
government of the levels of satisfaction or dissatisfaction experienced. It is also 
essentially an end result of policy implementation and an evaluation process of 
government actions by citizens. However, critique, whether negative or positive, 
is only beneficial to government if heeded. Continuous negative critique points 
directly to a breakdown in stakeholder engagement that is a fundamental element 
of the monitoring and evaluation cycle. It also implies that the government does 
not aspire to, or attempt to maintain, a client-centred relationship with its clients.  
Although poor service quality can be ascribed to a number of factors, the 
motivation for this study is the poor implementation of service standards as well 
as the ineffective monitoring and evaluation strategies which lead to poor service 
quality. Poor implementation of service standards, the challenges with developing 
measurable service indicators as well as monitoring and evaluation strategies can 
be ascribed, to a lack of management commitment, staff availability and capacity, 
a lack of training and constrained resources (PSC Reports 2005:20; 2008:17).   
 
The South African public service, in terms of the White Paper on the 
Transformation of the Public Service of 1997, adopted eight Batho Pele principles 
for improved service quality and commitment from public officials to client-centred 
service provision. Batho Pele is a Sesotho word which aptly implies ‘people first’. 
Public services should be provided economically and efficiently to give citizens 
the best possible value for money.  
 
The principles lay the foundation for service quality in all departments and 
agencies. Table 1 summarises the Batho Pele principles.  
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Table 1: Batho Pele principles 
Consultation 
Citizens should be consulted about the level and quality of public service they 
receive and, wherever possible, should be given a choice about the services that 
are offered. 
Service standards 
Citizens should be informed of the level and quality of public services they are to 
receive so that they can be aware of what they can expect. 
Access 
All citizens should have equal access to services to which they are entitled. 
Courtesy 
Citizens should be treated with courtesy and consideration. 
Information 
Citizens should be given full and accurate information about the services to which 
they are entitled. 
Openness and Transparency 
Citizens should be informed of the process of national and provincial 
departments. They should be informed about who is accountable and what the 
cost of service rendering is. 
Redress 
Citizens should be offered an apology if the promised standard of service is not 
delivered with a full explanation and a speedy and effective remedy. Citizens 
should receive sympathetic positive responses where complaints of ineffective or 
no service delivery has been lodged 
Value for money  
Public services should be provided economically and efficiently to give citizens 
the best possible value for money. 
Source: White Paper on the Transformation of Service Delivery (1997) 
 
These principles are to be incorporated into strategic plans developed to facilitate 
and to establish a client-centred approach to service delivery aimed at service 
excellence. The most important principle to attain and maintain levels of service 
quality is the implementation of service standards to create a client experience 
that will translate into client satisfaction with a service encounter. Departments 
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are required to develop particular service delivery improvement plans and 
standards in terms of their service delivery priority areas. 
 
A number of programmes and strategies spearheaded by the Department of 
Public Services and Administration have been adopted across the public service 
from 2001. However, only since 2004 has an awareness of the Batho Pele 
principles facilitated the inculcation of a client-service culture. These programmes 
and strategies focused on improved communication, access and an inculcation of 
the philosophy of Batho Pele. They included proposals on business hours, name 
tags for public officials and improved signage. In addition, the Know Your Service 
Rights Campaign was aimed at familiarising clients with available services and 
the expectations that they could have of public officials. Other programmes and 
strategies included the Batho Pele Service Delivery Watch which allows 
unannounced ministerial visits to service delivery points, and the Project Khaedu 
which is the public-service challenge placing senior managers at the coalface of 
service delivery. Finally, a training and an induction programme for public officials 
as well as an initiative aimed at mainstreaming the philosophy of Batho Pele is 
referred to as We belong, We care, We serve was initiated (Levin, 2009:950).  
 
Client-participatory forums such as the Batho Pele Learning Network have also 
been instituted to monitor and enhance client-service practices (Tshandu, 2007).  
Although these programmes and strategies sought to enable a partnership 
approach between citizens and public officials for improved service delivery, they 
have not yielded the desired results. In addition, numerous departments have 
attempted to develop particular service-delivery standards that reflect the Batho 
Pele principles. However, poor service delivery persists.  
 
The Department of Public Service and Administration and the Public Service 
Commission (PSC) have been instrumental since the year 2000 assessing the 
14 
 
progress that has been made towards creating awareness of and compliance with 
the Batho Pele principles. The PSC is an independent body created in terms of 
the Constitution of 1996. It is responsible for the monitoring and implementation 
of policy objectives and plans that will lead to effective service delivery. The PSC 
sets out to promote a professional and accountable public service aimed at 
adding value to the provision of public engagement with citizens (Erasmus, 
Swanepoel, Schenck, Van der Westhuizen & Wessels 2005:25). It also conducts 
studies on issues related to public administration and service delivery. The 
findings and recommendations of the PSC are reported to parliament and the 
departments concerned as well as published as official government reports 
accessible to stakeholders. 
 
Studies commissioned by the PSC have been in the form of internal assessments 
or audits as well as external client-satisfaction surveys. The PSC Evaluation of 
Service Standards Report (2005:10) indicates that 131 departments were 
surveyed to establish compliance with service plans and standards. A response 
rate of 122 was received from national and provincial departments. The findings 
revealed that the majority of departments did not comply with the development 
and implementation of service delivery plans. Service standards either did not 
exist or were vague and did not allow for measurability of service delivery. 
Furthermore, in some departments service standards were rigidly applied, not 
taking into account rural and urban service variation. 
 
The Fifth Consolidated Public Service Monitoring and Evaluation report (2008:25) 
states that of the 22 departments surveyed within the 2007/2008 research cycle, 
many did not comply with the development of service standards. In addition, the 
monitoring and evaluation of quality measures in respect of service delivery were 
not emphasised. The findings of this report (2008:8) indicated that the 
performance of 13 of the 22 departments sampled raised concern about their 
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ability to deliver service and maintain an element of good governance or display 
efficiency and effectiveness in service delivery. Monitoring of service standards in 
relation to quality, quantity and time is done by regular reports; however, the 
ability to evaluate improved service delivery is often lacking. In essence, the 
alignment between service delivery and strategic priorities and outputs does not 
exist. Furthermore, the ability to take corrective action, to redefine and apply the 
information that has been gathered as a means to adapt existing strategies is 
lacking. The Fifth Consolidated Public Service Monitoring and Evaluation report 
recommended that departments should implement dimensions of quality, quantity 
and time when formalising service-delivery indicators. Lastly, the inculcation of 
the Batho Pele principles for a client-service ethos is seen as additional work and 
not part of the core process of service delivery, which negates the public-
administration principle to promote and serve the clients in respect of their 
constitutional entitlement.   
 
Korczynski (2001:79) refers to a client-orientated bureaucracy which places 
emphasis on the integral relationship between the client and service providers 
within the ambit of organisational rules and bureaucratic authority. A client-
orientated bureaucracy assumes a people-centred and a performance 
management approach. The client-service bureaucracy also focuses on 
empowering its internal clients, namely, its staff component, to meet and exceed 
client expectations. Implicit in meeting client expectations is the critical issue that 
skilled staff has to develop measuring criteria for performance. However, as is 
widely purported, the South African public service is plagued by skill shortages 
which impact on the ability of public officials to implement, monitor and evaluate 
service standards for quality service provision (State of the Public Service Report, 
2005:38; PSC Report 2010).  
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1.3 SIGNIFICANCE OF THE STUDY  
The development of this study was guided by existing international research on 
the relevance and importance of client satisfaction with service quality in the 
public services. A particular reference point has been the longitudinal study 
conducted across Europe in respect of citizen satisfaction with public services. 
The focus of this study was to determine the type of client who is satisfied with 
particular services as well as the elements and actions that influence client 
satisfaction (Clifton, Diaz Fuentes, Giutierrez, James, Jilke & De Walle 2012:5).   
The South African government has been instrumental in the development of 
numerous policies, statutes and regulations to transform the public service to be 
more responsive to the needs of its citizens. However, the ability of public officials 
to translate these goals and objectives into measurable outputs and outcomes to 
achieve service quality remains a challenge. The significance of this study is to 
establish the fundamentals that underpin an inverse relationship between the 
translation of the Batho Pele principles and service quality by investigating the 
implementation and maintenance of service delivery improvement plans and 
service delivery standards that facilitate quality-service delivery.  
Extensive research has been carried out in terms of the significance of social 
assistance in South Africa as well as some of the challenges experienced by the 
Department of Social Development when it was responsible for the disbursement 
of social assistance. Further, limited research has also been carried out in terms 
of corruption and fraudulent activity experienced in terms of grant administration 
with the SASSA. The significance of this study is in the continued demand for, 
and the widespread nature of, social assistance due to increasing levels of 
poverty and social distress. The demands made for social assistance create a 
need for improved service quality. The study takes cognisance of the normative 
factors that influence service quality as well as aspects related to the 
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implementation of business systems and strategies that lend themselves to the 
disbursement of social assistance by the SASSA.  
This research is pertinent in view of the continuing public service reform in South 
Africa as the government strives to show that it is responsive to the needs of its 
citizens. Government reports, particularly those commissioned by the PSC, 
repeatedly reflect on the need for the maintenance and refinement of service-
delivery improvement plans and service standards. These reports, in particular, 
reflect on the urgency for effective monitoring and evaluation. Annual monitoring 
and evaluation reports also reflect on the need to improve service quality, 
especially at provincial and regional levels. The PSC has a framework for 
monitoring and evaluation, namely Basic Concepts in Monitoring and Evaluation 
2008, which sets out the purpose and urgency of monitoring and evaluation. The 
purpose of this framework is to complement, for instance, the Government Wide 
Monitoring and Evaluation system.  
This study is multidisciplinary in that it finds its theoretical framework in New 
Public Management as well as service marketing and consumer behaviour. 
Numerous theorists expound on the necessity for public-service quality 
management as a fundamental link to improved client-centredness in the public 
service (Alford 2001, Alford 2009, Hughes 2003, Oschman, Ströh & Auriacombe 
2005). However, a number of theorists also take issue with the use of the 
concepts such clients or customers in the public service in receipt of public goods 
and services (Alford 2002:338; Fountain 2001:58). The study is relevant in that it 
expounds on issues, practices and tendencies that influence the attainment of 
service quality in a developmental context such as South Africa. The study 
provides contextual reference for service quality in Africa by exploring the 
theoretical relevance of a client-centred bureaucracy as espoused by the New 
Public Management principles as well as the relevance of customer-care charters 
that set the operational framework for service quality on respect of norms and 
standards developed.   
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1.4 THEORETICAL FRAMEWORK AND PRELIMINARY LITERATURE 
 REVIEW 
The study provides contextualised insight into the formation of the agency, the 
necessity and expansive nature of benefit administration as well as problem 
areas inherited in respect of service quality. The study provides an overview of 
the service delivery model adopted in grant administration to improve 
disbursement of social assistance. The study further provides an overview of the 
service delivery issues that impede service quality at SASSA. Insight into, and 
analysis of these issues have chiefly been gained from parliamentary minutes, 
annual performance reports, annual strategic plans dating back to 2006 as well 
as operational reports from the regional office in the Eastern Cape.  
 
The traditional model of Public Administration from the era of Woodrow Wilson 
(1888) and Frank Goodnow (1922) provides the contextual reference of this study 
as it is chiefly concerned with the implementation of political decisions in the form 
of public policies. This theory is the foundation for reform theories and practices 
that have engulfed the public service globally. The discussion pays particular 
attention to the appropriateness of the bureaucratic nature of the public service. 
The institutionalisation of the principles and structures of bureaucracy as 
purported by Weber has served the political intent and purpose of numerous 
governments internationally (Hughes, 2003:21; Gregory, 2007:222). Although 
Weber’s (1992) bureaucratic ideals have invoked much criticism from theorists, 
governments have continuously adopted some of Weber’s (1992) bureaucratic 
ideals during public-service reform. The adoption of Weber’s (1992) ideals for the 
definition and establishment of a bureaucracy has chiefly been for the formation 
of a rational organisational structure which is hierarchical in nature. In addition, 
the maintenance of order and compliance are regarded as essential elements to 
promote and serve the interest of the government and its citizens (Hughes, 
2003:23; Miller, 2005:5; Weber, 1992:51).  
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Citizenry, as the collective in a representative democracy, gives effect in terms of 
periodic elections for the establishment of government. Citizens are thus entitled 
to certain expectations of the government, including the establishment of public 
organisations, the provision of public goods and services as well as the 
maintenance of order and compliance as provided and entrenched by legal 
frameworks. Furthermore, service delivery is generally enabled via tax collections 
and levies payable to government; therefore, citizens should expect efficient and 
effective services delivery. 
 
One of the fundamental foundations of traditional Public Administration is the 
inculcation and maintenance of levels of accountability by the political elite as well 
as public officials (Romzek, 1996:97). In a parliamentary democracy such as 
South Africa, public officials hold delegated authority and are accountable to the 
ministers of their departments. Ministers, in terms of their oversight function, are 
in turn accountable to parliament. The maintenance of levels of accountability 
implies that public officials display financial and administrative control as well as a 
level of professionalism. The maintenance of levels of accountability holds an 
inverse relationship with levels of perceived public trust, and, consequently, 
quality in service. Public trust is the level of confidence that citizens have of the 
political elite and governing structure to maintain levels of good governance. The 
implication is that the citizen must be able to hold levels of trust in public 
institutions and officials to provide consistent efficient and effective service as well 
as levels of innovation for improved service.  
 
Senior public officials, in particular, require management skills and competencies 
to give effect to their delegated authority. Public management, therefore, is the 
managerial process that leads to the implementation of systems and policy 
objectives to facilitate the provision of public services by public officials. 
Essentially, this implies the translation of the policy objectives into strategic 
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processes aligned to organisational systems and measurable service standards 
for quality service provision (Hughes, 2003:5; Romzek, 1996:100). However, the 
structure of government and the function of public officials have elicited expansive 
debates on the applicability and distinction between the administration and 
management of public services. This debate has come about chiefly due to global 
bureaucratic and political reform for greater efficiency effectiveness and economy 
in resource utilisation (Peters & Pierre, 2007:3).  
 
The primary theoretical focus for this study is New Public Management (NPM).   
NPM’s thrust for efficiency, effectiveness and economy in terms of achieving 
quality sets the contextual framework for this study (Lane, 2000: 4-9). This 
paradigm is based on market-driven principles that enable levels of measurable 
performance. The emphasis is, in particular, on streamlining the public service for 
improved provision of public goods. The concept of ‘client’ in terms of reform 
theory brings citizens closer to government to express a preference in the manner 
that services are  rendered and the type of services that are rendered.  
 
The theory and applicability of service quality is explored within the context of the 
Perceived Service Quality model developed by Gronroös (1984). The model has 
three key components, namely technical, functional and image quality. The 
applicability and relevance of service quality is further explored in terms of the 
Service Quality gap model developed and refined by Parasuranman, Berry and 
Ziethaml (1985, 1991) as well as the Service Quality Dimensions in respect of the 
SERVQUAL instrument. The discussion further explores the relationship between 
word of mouth-communication and the perception of service quality. In addition, 
the prevalence of regional cultures that influence and define the judgment of a 
service encounter by a client.  
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Extensive research has been carried out within the international context in the 
area of client and customer-service relations and consumer behaviour in the 
private sector. In accordance with reform in the public service, citizens are 
referred to as clients. The reference to citizens as clients in receipt of public 
goods and services has become a contentious issue amongst theorist (Alford 
2001; Flynn 2007; Fountain 2001). The concept of ‘client’ as used in the private 
sector implies choice and transactional activity. By implication, if a client does not 
obtain the desired quality service from a service provider, there is the option of 
seeking another service provider who will.  
 
In the public service, the concept ‘client’ is a contradiction in that public services 
are either distributive or redistributive in the form of various social welfare, 
educational and health services to satisfy a quality of life. Furthermore, services 
in the form of social grants do not allow a choice of service providers or require 
transactional activity for service rendered. In addition, the provision of punitive 
services that is implicit in the establishment of order and compliance to the state 
in the form of correctional and safety and security measures are sanctions 
stipulated in statutes, and  therefore do not allow for elements of choice (Heady, 
2001:2; Flynn, 2007:152; Alford, 2002:339). 
 
1.5 ASSUMPTIONS OF STUDY 
 
The study is informed by the following assumptions:  
 
• Defined and measurable service standards are integral in establishing 
levels of service quality. 
• The development of clearly-defined mechanism and continuous monitoring 
of service standards will allow public officials to be innovative in their 
approach to new and emerging service-delivery challenges.  
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• Public officials in the SASSA understand the need for service standards in 
     respect of maintaining a client-centred approach to service delivery. 
• Levels of uniform as well as particular service standards as relate to benefit 
administration are not effectively implemented in the SASSA which 
impedes the development of client trust in service provision.  
• Regional and provincial factors, such as the availability of skills, influence 
the development and monitoring of quality of service provision. 
• Ineffective training in quality management and high staff turnover impact on 
monitoring and evaluation for quality. 
 
1.6 FORMULATION OF A PROBLEM STATEMENT 
The problem statement for this study questions the effective implementation of 
service delivery improvement plans that leads to the realisation of service quality 
for client satisfaction.  The problem statement is: 
Service quality at the SASSA appears to be inhibited by the ineffective 
implementation of service delivery improvement plans and measureable service 
standards to maintain consistent service quality. 
According to Kumar (1996:37), research in the humanities revolves around four 
P’s which assist in the refinement of a problem statement. These include the 
following: 
• People referring to the individuals, organisations, groups, and communities 
to be sampled in the study;  
• Problem which focuses on, inter alia, the issues, associations, needs to be 
studied; 
• Programme which refers to, inter alia, the content, structure, outcome 
programme, attributes, and,  
• Phenomenon which indicates the cause and effect relationship.  
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Kumar (1996: 38) further contends that two to three of these P’s will be present in a 
study conducted in the humanities. Table 2 illustrates the relevance of these areas 
as applicable to this study. 
 
Table 2: Sources of a research problem 
Aspects of a study About   Study of  
Study population People 
 
• Clients  
• Officials  
Subject Area Problem  Poor implementation of 
service quality and 
monitoring for client 
satisfaction.  
Programme  Benefit administration/ 
Grant administration and 
disbursement 
Phenomenon Dimensions of service 
quality:   
• Functional 
• Image 
• Service standards  
Source: Kumar (1996:37) 
 
The development of an overarching problem statement allowed for the 
development of two sub-problem statements. The relevance and appropriateness 
of two sub-problem statements is that it allowed the development of the study to 
concentrate on specific sub-areas which are part of the larger research problem. 
The first sub-area relates to the effective implementation of service quality in 
terms of the development and implementation of measurable service standards. 
Service standards, for example, include the courtesy and turnaround time with 
which a service is met or with which redress to a service complaint is handled 
(Leedy, 1993: 70). The second sub-problem questions the knowledge, attitude 
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and competence of public officials tasked with the delivery of service quality in 
order to enable service quality for client satisfaction. The two sub-problems are:     
 
Sub-problem 1 
The attitude towards and skill of public officials in the implementation of service 
standards for the maintenance of quality appears to hamper the development and 
maintenance of service quality and client-service excellence.  
Sub-problem 2 
The apparent lack of effective monitoring and evaluation of service standards by 
public officials does not allow existing and emerging service-provision issues and 
challenges to be addressed innovatively. 
 
1.7  RESEARCH QUESTIONS 
The following research questions guided the attainment of the research goal and 
objectives: 
• What is the theoretical relevance of the implementation of service quality in 
the public service a developmental context such as South Africa?. 
• How is service quality understood by the SASSA? 
• What type of service quality strategies have been implemented that will 
facilitate client satisfaction with a service encounter? 
• To what extent have the strategies that have been implemented yielded 
results? 
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• Which factors are critical for the establishment and maintenance of service 
quality? 
1.8 RESEARCH GOAL AND OBJECTIVES 
The aim of this study is to develop a normative perspective of service quality for 
implementation in the SASSA in order to render efficient and effective services in 
terms of benefit administration.  
 
The objectives of this study were to:  
• establish the theoretical context for the emergence of citizens as clients in 
the public service; 
• establish a theoretical context of service quality and quality management in 
the public service to maintain a client-service culture; 
• critically analyse the implementation and process approach followed with   
service standards in the agency that will lead to a client-centred approach 
in service delivery;  
• establish the issues and challenges that have affected the implementation 
and maintenance of service delivery improvement plans within the selected 
regional and district offices of the SASSA within the Province of the 
Eastern Cape; and 
• derive recommendations that would lead to improvement of service quality 
within the SASSA.  
 
1.9 CLARIFICATION OF TERMS 
For the purpose of this study, the following interpretations are associated with the 
terms and concepts in the title and problem statement: 
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 1.9.1  Client relationship management 
Customers in the private sector are consumers of private goods and services and 
these goods and services are exchanged based on market mechanism. 
Essentially, this relationship focuses on the external consumer of the service and 
is fostered by management principles and procedures that cultivate organisational 
attitudinal cultures for service excellence (Swartzlander, 2005:2). This study 
refers to citizens as in receipt of public goods and service as clients. A service 
encounter in the public service is not defined by transactional activity rather by 
the provision of services that citizens are legally entitled to. Client-relationship 
management is, therefore, an integrated focus on the service and/ or product that 
is being provided, the level of service provision and the needs and demands of 
the client. It is a process that requires all departments and service functionaries to 
work in a co-ordinated manner to achieve service excellence. As the service 
provider should be empowered to provide courteous knowledgeable services 
efficiently and effectively, the derivative should be client and citizen 
responsiveness. 
 
1.9.2 State 
The state for the purpose and reference of the study refers to the level of 
geographic and legitimate internal sovereignty. This implies the legal body in the 
form of parliament in South Africa which makes laws to be implemented by public 
officials employed in and by the government. The state makes laws to regulate 
inter alia the safety and security of its citizens and it holds the authority to 
regulate internal related issues. The state has to respect in terms of international 
convention the sovereignty of another state (Hague, Harrop & Breslin, 1992:9).   
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1. 10 STUCTURE OF THE THESIS. 
Chapter 1: Introduction and Background 
This chapter will provide a conceptual framework for the study. It will identify the 
problem statement, the motivation for study as well as the theoretical approach to 
be pursued in the analysis of the problem statement.  
 
Chapter 2: Theoretical development of public administration and 
management 
Chapter 2 provides an overview of the normative principles fundamental to public 
administration and reform theories in respect of service delivery. The chapter 
further provides an overview of the development and implementation of New 
Public Management globally, and in particular in Africa. The chapter explores the 
relationship between the definitions inter alia of political accountability and public 
and organisational accountability expected of public officials for service provision 
of efficient and effective public goods and services.  
 
Chapter 3: Service quality in the public service   
Chapter 3 focuses on the theoretical aspects and the interpretation of service 
quality in the public service by exploring various models.  
 
Chapter 4: Research methodology  
Chapter 4 contextualises applicable research theory and describes the research 
methodology applied in this study. The chapter also describes the process of data 
collection and analysis. 
 
Chapter 5: Results and discussion 
In chapter 5 the results are analysed and discussed. 
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Chapter 6: Summary, conclusions, limitations and recommendations 
Finally in chapter 6 a summary of the study is provided and conclusions are 
drawn from the findings. Recommendations are made for improved service 
quality.  This chapter also identifies the limitations of the study as well as areas of 
possible future research are delineated. 
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CHAPTER 2 
 
LITERATURE REVIEW 
 
2.1 INTRODUCTION 
 
The public service within South Africa includes the national, provincial and local spheres 
of government as well as various agencies and boards staffed by public officials who 
are skilled to provide public services and goods. The Constitution necessitates a 
process of intergovernmental relations which, therefore, gives shared responsibility to 
the three spheres of government for service delivery. Schedule 4 of the Constitution, 
1996, stipulates the concurrent functional areas of national and provincial government. 
Schedule 5 part A sets out functional areas as they pertain to provincial government, 
inter alia, the management of provincial road, traffic and ambulance services. Part B 
stipulates the functional areas of local government as set out in section 156 of the 
Constitution.  
 
Chapter 3 of the Constitution provides for the establishment and maintenance of 
cooperative and intergovernmental government. Chapter 3, section 41(2) states:  
 
“An Act of parliament must establish or provide for structures and institutions to 
promote and facilitate intergovernmental relations”.  
 
The preamble to the Intergovernmental Relations Framework Act 13 of 2005 states the 
intention for intergovernmental relations between the spheres of government and 
describes the the spheres of government as distinctive, interdependent and interrelated. 
The preamble further states that:  
 
• One of the most pervasive challenges facing our country as a developmental 
state is the need for government to redress poverty, underdevelopment, 
marginalisation of people and communities and other legacies of apartheid 
and discrimination. 
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• This challenge is best addressed through concerted efforts by government in 
all spheres to work together and to integrate as far as possible their actions in 
the provision of services. 
 
The requirement for cooperation and coordination between the spheres of government 
enlists the functions and processes of public administration. These functions and   
processes allow the development of workflow systems and procedures to execute 
service delivery. This includes such aspects as planning and co-ordination, staffing as 
well as financing and control of resources to ensure that policy objectives are met 
(Venter, 2012: 80).  
 
There are three categories of public services identifiable, that is, services that the 
citizens pay for and from which they gain private value, services that citizens as the 
collective are legally entitled to where they become beneficiaries and, lastly, services 
where citizens are subjected to punitive measures. Citizens subjected to the latter are 
referred to as obligates (Alford, 2009: 27).  
 
The intention of this chapter is to explore the origin and nature of traditional public 
administration dating to Max Weber’s (1922) conceptualisation of bureaucracy. 
Furthermore, the chapter intends to analyse the core values and principles of public 
administration that give meaning to service provision and service quality. The 
discussion will, therefore, review the enabling nature of public administration as well as 
identify the inherent failures of the traditional model of public administration in particular, 
within the African context. This analysis will lead to the paradigm shift from 
administration to management. Public service reform measures were introduced 
globally to reshape the administrative praxis of government to improve the effectiveness 
and efficiency of service delivery. Reform measures introduced required governments to 
be more client-centred, performance-orientated and professional. The discussion will, 
therefore, analyse the paradigm shift from public administration to New Public 
Management (NPM), firstly, by reviewing the core principles of NPM and, secondly, by 
reflecting on various reform initiatives introduced across Africa and by the democratic 
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South African dispensation. Finally, the implementation of NPM within the African 
context will be critiqued. 
 
2.2 THE ORIGIN AND NATURE OF PUBLIC ADMINISTRATION 
During the 19th century and leading up to the 1920s, theorists such as Max Weber 
(1922) were instrumental in the development of the hierarchal bureaucracy, defined by 
professionalism, merit appointment of permanent public officials and the introduction of 
systematic work processes. Woodrow Wilson (1887), Frank Goodnow (1900) and 
Frederick Taylor (1911) were key proponents of the traditional model of public 
administration which has led to a definition of the field as a discipline and as a practice. 
The discipline has evolved over time from a bureaucratic to a more humanistic 
approach as various studies have been conducted leading into what is referred to as the 
golden age of public administration from the 1920s to the 1970s. The bureaucratic 
approach focuses on systems and processes while the humanistic approach is 
concerned with the environment that defines the official (Henry, 1975:379; Hughes, 
2003:31).  
 
The traditional model of public administration is rule-bound based on a system of 
command and control within the public service. Inherent in a rule-bound bureaucracy 
are the elements of uniformity and consistency of systems and work processes for 
conformance to bureaucratic norms that elicit loyalty and create stable government. 
Frederick Taylor (1911) formulated the process of scientific management which 
complements the bureaucratic principles as espoused by Weber (1922). Scientific 
management led to the development of job specialisation and job standardisation to 
enable greater efficiency in the workplace in a systematic manner (Thornhill 2006:795; 
Hughes 2003:19). 
 
Wilson (1887) as well Goodnow (1900) were instrumental in arguing for the separation 
of politics and public administration. Wilson held that government is subject to the will of 
the politicians, they should be judged by the display of political competence and they 
should be allowed to rule for a defined period. In addition, the bureaucracy should be 
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staffed by permanent trained officials in the interest of stability and that public 
administration should be the systematic process of the execution of the roles and 
functions of government. Wilson argued that:  
 … the field of administration is a field  of business. It is removed from the 
hurry and strife of politics. ……The objective of administrative study is to rescue 
methods from the confusion and costliness of empirical experiments and set 
them upon foundation laid deep in stable principles.… Administrative questions 
are not political questions. Although politics sets the task for administration, it 
should not be suffered to manipulate its office.       
     
Governments that adhere to the principles of a representative democracy have over the 
centuries embraced the values and principles of traditional public administration. The 
bureaucracy as devised by Weber provided the platform for public officials to transcribe 
policies into administrative regulations and directives to give meaning to the policy 
objective. Any action taken by public officials must be within the context of 
administrative or public law and rules that pertain to the organisation. The articulation of 
laws gives effect to authority and the distribution of power within the hierarchy. The 
rules of the organisation define the level and nature of formal interaction between public 
officials and citizens which minimises the need for discretion. This led to the formation 
of delegated decision-making within the different ranks. Weber also placed particular 
emphasis on archives for the preservation of documents. The creation of archives is 
crucial to the maintenance of consistency, in particular, the preservation of precedents, 
that is, decisions taken within a particular context where a formal policy decision does 
not exist (Toonen, 2007:153). 
 
Traditional public administration is further characterised by administration that is 
controlled by the political leadership and defined by an impersonal hierarchical 
bureaucracy staffed by permanent, politically neutral public officials who are altruistically 
motivated to serve the public interest. Public officials do not add value to public policy 
formulation instead they administer the implementation of policy objectives as defined 
by the political heads (Hughes, 2003:19). The administrative regulations and directives 
also articulate the type of client service and quality envisioned by policy crafters.  
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The hierarchical nature of public administration in terms of Weber’s theory has led to the 
creation of differing managerial levels within the bureaucracy that allows for division of 
purpose and function. This differentiation leads to task or job specialisation, which 
requires the display of professional attributes which include knowledge, skill and attitude 
to demonstrate competence in meeting service delivery. It is the compliance, and 
maintenance of set standards that ultimately defines the organisational culture and 
image projected to the clients (Andersen & Pedersen, 2012:47).  
 
African governments characterised by colonialism inherited the traditional rule-bound 
public administrative system. They inherited this type of administrative practice because 
senior positions during colonisation within the public service were held by the colonial 
masters while lower-level positions were held by indigenous people to engage primarily 
with the locals. When the colonies gained self-rule the officials who occupied the lower 
ranks became senior officials in the newly-created independent states. Subsequent 
post-colonial reform measures failed to yield desired results for varying reasons which 
include political instability and autocracy. African governments were characterised by 
patrimonial recruitment and the display of ethnic loyalty, misallocation of funds and 
widespread corruption (Westcott, 1999:146; Miller, 2005:25).  
 
South Africa as a former colony inherited the traditional model of public administration 
defined in the interest of the colonial master to subjugate the indigenous people for 
economic gain. From 1946 to 1994, public administration and the public service were 
defined in terms of segregation policies of the former apartheid regime formalised in 
1961. The public service was politicised, centralised in nature and expansive to foster 
the ideals of the apartheid regime. This period was defined by racial segregation, 
racially defined socio-economic inequality that fostered separate development (Miller 
2005:45; Tshandu & Kariuki, 2010:189).  
 
2.2.1 Core values of Public Administration  
South Africa is a representative democracy with a parliamentary government. The 
fundamental tradition and purpose of government in a representative democracy is to 
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serve the interest of its citizens and to enable a quality of life as espoused within 
constitutional and subsequent policy frameworks. A representative democracy is 
founded on the practice of periodic elections whereby enfranchised citizens are able to 
cast their political vote to determine a ruling elite also referred to as the political 
executive. The nature of government is defined for a period of five years in terms of the 
political ideals and philosophy held by the political executive. A fundamental principle 
that defines the relationship between the electorate and the government in a 
representative democracy is accountability. Policies are formulated which are indicative 
of the needs and aspirations of citizenry and the political elite, they are statements of 
intent. The policies are embedded in the ideology of the ruling elite and embrace the 
values of the governance system (Cloete, Wissink & de Coning, 2006:14; Howlett, 
Ramesh & Perl, 2009:5). 
 
The trias politica or separation of powers allows for the establishment of three separate 
branches of government to prevent over-concentration of power in one arm of 
government. However, in practice, complete separation of powers cannot be achieved, 
as the branches are interdependent. The branches include the legislature which is 
responsible for enacting laws and oversight; the executive is government that is 
comprised of a hierarchical public service responsible for policy implementation and the 
judicial branch. Parliament exercises the oversight function over government where 
ministers are the political executive heads of departments or ministries (Taljaard, Venter 
& Jolobe, 2011:21). The process of public administration enables cooperation and 
coordination across the branches of government to effect service delivery requirements. 
 
Public administration is an enabling process which requires the implementation of policy 
objectives. Wilson (1887) proposed that administration is the: 
… most obvious part of government: it is the government in action; it is the 
executive, operative, the most visible side of government… It is government in 
action… The broad plans of government action are not administrative, the 
detailed execution of such plan is administrative. 
 
The core values of public administration that have remained constant overtime include 
integrity and trust, reliability and confidence, accountability and responsiveness 
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(Toonen, 2007:304; Thornhill & van Dijk, 2010:99).  These core values are found in the 
Bill of Rights of the Constitution of 1996, which enshrines basic rights for all citizens. 
Furthermore, Section 195 of the Constitution of 1996 encapsulates these values by 
stipulating the principles which must guide the provision of public services. These 
principles entrust all spheres of government with the responsibility for the effective and 
efficient delivery of public services, and include: 
• A high standard of professional ethics must be promoted and maintained; 
• Peoples needs be responded to, economically and effectively;  
• Services must be provided impartially, fairly, equitably and without bias; 
• The public must be encouraged to participate in policy making; and ,   
• The public service must be accountable, transparent and developmental. 
 
Public officials should demonstrate that they are practicing these core values. They 
have to give citizens the assurance that they are fulfilling their responsibilities in terms 
of constitutional and statutory provisions, further that they are continuously aiming to 
improve the lives of citizen’s amidst resource constraints and developmental challenges 
experienced in South Africa as, for instance, skills shortages. Accountability is, 
therefore, a defining thread in the relationship between the political executive and the 
electorate. The ensuing discussion explores the integrated nature of political and 
administrative accountability as it encapsulates the core values of public administration.  
 
The political relationship between the political executive and electorate is maintained in 
terms of the level of responsiveness and answerability experienced and perceived by 
citizens insofar as identified policy priorities and needs are met (Kukumba & Fourie, 
2007:652; Romzek, 2010:23 ). This brings to the fore two distinct but intertwined types 
of accountability, namely, political and administrative accountability. Political 
accountability is external to the bureaucracy whereby the electorate judge the extent to 
which the political executive and government are responsive to meeting objectives set 
out in an electoral manifesto. The expectation, experience and perceptions that citizens 
hold of government and political accountability are inversely tied and are defining 
criteria in a national election in terms of levels of voter engagement. The electorate will 
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cast their vote in proportion to the perceived and experienced levels of accountability. 
The implication is that citizens will assess the implementation of policies, they will 
assess policy outputs and outcomes insofar as it directly or indirectly impacts on their 
lives (Bryner, 2008:189) 
 
Secondly, administrative or internal accountability is linked to performance in respect of 
policy implementation of goals and objectives set in budgets, strategic and operational 
plans. Internal or managerial accountability refers to the systems and procedures that 
determine the statutory values and principles that will be reflected in administrative 
decisions (Aucoin & Heintzman, 2000:48). The implication is that public officials are held 
responsible in terms of delegated authority for carrying out the political mandate of 
government (Fox & Meyer, 1995:2; Mulgan, 1999:556).The level of implementation 
leads to policy assessment and evaluation by various committees and statutory bodies 
which include, inter alia, parliament in terms of its oversight function as well as the 
Auditor General. Assessment refers to short term monitoring by citizens and statutory 
bodies of relative change brought about by government that adds value to the lives of 
citizens. The national budgeting process is annual. Departments therefore have to 
account to statutory bodies and citizens on expenditure of tax-payers money. Evaluation 
on the otherhand is the medium term assessment of relative change of the status quo 
which may affect voting patterns.  
 
The relationship between internal and external accountability is definitive: However, not 
all citizens exercise their electoral right or are literate and informed to give meaning to 
both external and internal accountability. The underlying principle is that both elected 
and public officials have to show that they are responsive and answerable to the needs 
and aspirations of citizens particularly since government is the enabler of policy 
processes via the practice of public administration. 
 
2.3 PUBLIC MANAGEMENT REFORM 
Various theorists have argued that the traditional model of public administration became 
limiting in that it concentrated on the internal context of the organisation. The focus was 
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chiefly on processes and conveying instructions. This model became reactive in its 
approach to problem-solving which was an obstacle for change. The administrative 
approach also did not lend enough significance to policy evaluation. In essence, 
traditional public administration was not results driven and did not place significance on 
the assessment of policy outputs and the impact of decision-making. Furthermore, the 
absence of cost-benefit analysis with respect to policy implementation led to a critique 
of inefficient administrative practices. Lastly, public officials in accordance with this 
model were in lifelong secure employment which implies that incompetence was 
tolerated (Hughes, 2003:3; Peters, 1995:3; Miller, 2005:14).  
 
Theoretical discourse on the nature of government has had a significant impact on the 
reconceptualisation of public service delivery in many first world countries. Discourse 
led to theoretical reform and the development of Public Management and (NPM). The 
adoption of reform is chiefly transformation of the status quo, the existing administrative 
apparatus and modus. It is an infusion of structural change which emanates from the 
evolution of citizen needs and aspirations, external economic and political pressures as 
well as issue identification from policy implementation of programmes. Reform 
measures have also been implemented to allow governments to redefine their size, 
shape and manner in which they deliver services.  
 
Reform measures have since the 1980s placed emphasis on the inculcation of 
managerial principles that lead to economic efficiency and performance management 
aimed at ensuring that governments are more results-orientated and more financially 
stable. NPM or elements thereof has been adopted particularly by developing countries 
(Mongkol, 2011:35). It is argued to be the implementation of ‘managerialism’ and private 
sector market-orientated principles in the public sector and is argued to have brought 
about widespread transformation in the manner in which government operates and 
relates to citizens.  
Lane (2000:35) and Olowu (2002:4) identify the core principles of NPM as: 
• Private sector style managerialism and client-centred management; 
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• Emphasis on outputs and outcomes: Development of explicit 
performance strategies and measurable standards; 
• Emphasis on responsive and innovative government; 
• Disaggregation of units;  
• Competition in the public service; 
• A professional public service; and 
• Emphasis on fiscal discipline and parsimony. 
 
Figure 1 identifies three key drivers of public sector reform. 
 
 
Figure 1: Three drivers of public sector reform. Source: World Bank Report 2000 
 
The implementation of reform measures has led to greater political and managerial 
accountability. Re-election of political parties to government was no longer solely based 
on political conviction instead political parties began to be evaluated on their ability to 
demonstrate and display heightened levels of responsiveness and answerability. 
Reform principles and processes gave renewed prominence to the need for the 3 Es, 
namely, efficient, effective and economic government. Efficiency implies achieving 
maximum output with minimal resources, economy implies ensuring value for money 
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and cost effectiveness in service delivery. Efficiency also implies incurring minimal cost 
for maximum output at a given standards. Levels of effectiveness within the 
bureaucratic systems is an indication of the extent to which policy objectives are 
realised and is the relationship between intended output and the actual outcome 
(Kakumba & Fourie, 2007:652; Aucoin & Heintzman, 2000: 47).  
 
Governments, globally borrowed strategies and market-orientated principles from the 
private sector that would transform the public service to be more efficient, client- centred 
and innovative. The adoption of market-orientated principles led to the inculcation of 
performance standards and strategies for improved and innovative management of 
scarce resources and service quality as the needs of citizens changed (Lane, 2000:4). 
The approach to service delivery became increasingly programme and project-
orientated. Furthermore, the translation of the policy objectives into strategic processes 
aligned to organisational systems were defined key performance areas with 
accompanying measurable service standards for service quality (Hughes, 2003:47). The 
definition of measureable standards for both tangible and intangible service is 
fundamental to monitoring and evaluation to define and quantity outputs and outcomes 
achieved.  
 
Governments have come to understand that policy formulation and implementation 
requires an integrated and not a top-down approach owing to the complexity of service 
delivery. Although NPM sees bureaucracy as a necessary operational vehicle for the 
implementation of policy decisions, regulation and centralised control had to be 
replaced by decentralisation and deregulation. This led to the disaggregation of multi- 
purpose departments into smaller semi-autonomous specialised units referred to as to 
agencies. The advantages of agencies are that their establishment enable direct control 
and influence over service delivery. The administrative as well as operational 
requirements that constitute the core function of the agency can be customised to the 
specific service. Lastly, the accountability and decision-making is directed at the core 
business of the agency (Lane, 2000:36 PSC 2011:5) 
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The SASSA is a schedule 3A public entity referred to as an agency in terms of The 
Public Financial Management Act (No.1 of 1999 as amended by Act 29 of 1999). The 
Department of Social Development is the parent body of the agency. This reference is 
made as the mandate of SASSA is in line with the overarching objectives of the 
Department of Social Development which is to alleviate poverty and social distress in 
respect of the provision of social assistance. Annexure A indicates the organisational 
structure of SASSA. The organisational structure includes the national, regional, district, 
area offices and service points. The SASSA has created an executive management 
structure and regional management committees that filters information between the 
national and regional offices (PSC, 2012:27).  
 
The significance of the relationship with the DSD is in the levels of accountability in 
respect of annual appropriations made by national government for service delivery. The 
Agency as a Schedule 3A entity is expected to produce strategic and annual 
performance plans. In addition it is expected to compile quarterly reports of performance 
and related financial activity (National Treasury Instruction note, no 33). The agency 
does not hold a board of directs  however a governance structure was created which 
includes the Ministry of Social Development, the National Development Agency (NDA) 
and SASSA to assist with oversight. The NDA focuses on the provision of grant funding 
to civil society organisations to implement integrated and sustainable community-driven 
programmes and contribute towards the eradication of poverty. Grant funding is made 
available to civil organisations engaged in areas of community development and 
capacity building of vulnerable communities, support of vulnerable groups and research 
(NDA. Annual report 2011-12) 
 
Deregulation led to the notion of contracting within the public service.  The approach, 
therefore, places significant emphasis on external partners as key role players in 
service delivery. Government is no longer the sole agent responsible for defining and 
delivering services. This principle has consequently led to the emergence of public-
private partnerships. In terms of contracting, government is able to out-source functions 
to private contractors with the emphasis on reducing the size and shape of government. 
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It questions the element of consistency in service provision as espoused by the 
traditional model of public administration. Levels of consistency can be achieved in 
terms of the directives that are defined by the bureaucracy. However, the 
implementation of these directives may challenge the envisaged consistency (Lane, 
2000:13; Pollitt, 2003:39). The nature of contracts should, therefore, be short to medium 
term for a period of three to five years whence they are reviewed and or terminated. The 
public service, therefore, constantly adapts to change in-service providers. 
 
Furthermore, senior public officials should be subject to performance contracts that 
specifies agreed upon levels of performance for a fixed time-frame. The official can, 
therefore, be rewarded in terms of a performance management system for meritorious 
task completion or dismissed where poor performance is found. The South African 
government introduced in respect of the Public Service Regulation Part VIII sets the 
principles for the implementation of the performance management and development 
system as follows: 
“Departments shall manage performance in a consultative, supportive and non-
discriminatory manner in order to enhance organisational efficiency and effectiveness, 
accountability for the use of resources and the achievement of results. Performance 
management processes shall link to broad and consistent plans for staff development 
and align with the department’s strategic goals. The primary orientation of performance 
management shall be developmental but shall allow for effective response to consistent 
inadequate performance and for recognising outstanding performance.” 
 
 
The reform approach sees collaborative networks as necessary to address public 
needs. Collaborative networks have the ability to facilitate relationship building and open 
dialogue between citizens and government. Collaborative interaction spans vertically, 
horizontally, as well outwardly to minimise the silo syndrome characteristic of 
government. This syndrome is experienced because the locus of public officials is 
generally concentrated in terms of their tasks within their functional units. Whereas the 
silo syndrome is compounded by managerial and financial accountability, collaborative 
interaction facilitates intergovernmental as well as inter-departmental relationships 
which lead to information sharing, bench-marking of best practices and building capacity 
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amongst stakeholders. It requires a level of accountability on the part of stakeholders to 
learn and transfer from their interaction at networks (Rhodes, 1990:37; Löffler, 
2009:219).  
 
The public service in the context of NPM reform is expected to be client-centred. 
Citizens are defined as clients of government in receipt of public goods and services. 
The inference to citizens as clients or customer is synonymous with the private sector,  
which is defined by choice and consumer competition based on market mechanism. 
Consumers in search of private goods are able to obtain service where preferred if not 
satisfied with a particular service provider. Theorists have taken issue with the reference 
to citizens as clients, chiefly because public goods and services do not avail themselves 
to transactional choices defined by market competition (Alford 2002:337; Fountain 
2001:62). Furthermore, obligates are not in receipt of services or goods from the public 
service but are subject to sanction where they have failed to adhere to regulations.  
 
The private sector has gone to great lengths to institutionalise the culture of client-
service provision with the service smile and greeting becoming a norm (Sturdy 2001:3). 
However, client service does not and cannot singularly refer to the display of emotional 
symbolism, which has often been associated with the empty ubiquitous social exchange 
of have a nice day referred to as “Mc Donaldisation” of the private sector service 
industry (Sturdy 2001:4). The emphasis in the public service should be on the provision 
of knowledgeable courteous service, provided within a limited timeframe aimed at 
addressing a concern or a need as conclusively as possible which will lend to improving 
the lives of clients (Swartzlander, 2004:7). 
 
Korczynski (2001: 37) refers to a client-orientated bureaucracy while the literature refers 
to a client-centred bureaucracy. This inference places emphasis on the integral 
relationship between the client and service providers within the ambit of organisational 
rules and public service regulations. A client-orientated bureaucracy assumes a people-
centred and a performance management approach. The value in the inference to a 
citizen as a client of the public service can be drawn from the relationship that is 
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intended between the public service and citizen. The inference seeks definition and 
acknowledgement of the different types of clients who hold diversified needs and 
expectations of a client-orientated bureaucracy. It seeks acknowledgement of the 
relationship between the different spheres of government as well as between different 
functional departments. Internal clients are the public officials who are enablers of 
service, while external clients include citizens as well as business NGOs who provide 
services to government. They are external clients in that they have to interact with the 
systems and procedures of government to secure tenders (Korczynski, 2001: 30; Alford, 
2009:50). 
 
Fundamentally, the inference to public service clients gives credence within a client-
centred bureaucracy to citizens as key stakeholders in the decision-making chain. Both 
internal and external clients to government must be involved in the policy management 
process. The implication is that public officials must develop a holistic understanding of 
the purpose, and the socio-political context of the organisation to be responsive to the 
intricacy of service rendering to a diverse socio-economic population. Responsiveness 
implies that public officials must be able to deliver public goods and services as well as 
anticipate future needs. Responsiveness requires maintenance of a functional 
interactive relationship between government and the citizens. It is imperative that public 
officials have a clear understanding of who their clients are, their needs, and how best 
to serve these needs. This insight is derived from job-related training, accumulated 
experience and continuous interaction with a multiplicity of stakeholders who are either 
engaged in service delivery or recipients thereof. The nature of client interaction is thus 
influenced by the competence level, knowledge and demeanour of a public servant 
which has a direct bearing on the provision of services. However, the ability of citizens 
to articulate clearly and knowledgeable the type and level of service required, is a 
defining factor in achieving a client-centred relationship (Alford, 2009:54). 
 
Citizens as clients of government hold a definitive relationship with the bureaucracy and 
two distinct responsibilities. Firstly, to influence and assist in the definition of the type of 
services that they wish to receive. Secondly, they are responsible for holding public 
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officials accountable for the type of service quality expected and experienced. They 
accept as members of the electorate and recipients of services and goods the role of 
external monitoring and evaluation agents of levels of service quality. Alford (2009:50) 
argues that citizens are co-producers of public services and not passive recipients in 
that they define the type of service as well as influence the manner in which services 
are provided. Principally, this relationship is based on self-interest and exchange of 
ideas that influences the character of service provision. Clients may do so consciously 
by lodging complaints or directing suggestions where such processes are available as 
well as express dissatisfaction and discontent in the form of protest action as evident in 
South Africa by increasing service delivery protest-action since 2001 (Brookes, 2009). 
They express dissatisfaction with available services and/or the need for change where 
they believe government does not heed the need for change. Clients may also influence 
the nature of public services by inadvertently expressing word-of-mouth opinions of the 
level of service quality experienced. They also influence the physical and social 
conditions in which services are produced.  
 
2.3.1 Public service reform in Africa  
Many territories under former colonial rule emerged as independent African 
governments at the end of the colonial era. The newly-created governments inherited 
and maintained the traditional rule-bound administrative system in exchange for support 
from the colonial masters. Many African countries became one party authoritarian states 
characterised by political patronage, ethnic and religious affiliation which led to  
marginalisation of large segments of citizens. Political patronage was rife to allow 
political elites to hold on to power the distribution of resources was mainly along party 
lines and key positions in public office were reserved for party loyalists. This led to the 
formation of military regimes and a cycle of political, social and ethnic conflict which also 
led to the displacement of nationals of particular states (Bratton, Mattes, Gyimah-Boadi 
2005:14).   
 
The public administrative system failed because the territories were ruled during the 
colonial era from the colonial main land which meant that formalised and consolidated 
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bureaucratic structures were not evident. Authoritarianism and socio-political conflict 
exacerbated the problem of a weak, and ineffective, bloated public service that could 
not meet the basic needs of citizens. Authoritarian rule also led to ailing economies with 
poor infrastructure (Ayee, 2008:21; Economic Commission for Africa, 2003:1). 
 
Olowu (2000: 9) indicates in the Africa context that: 
…………… the model of citizen hardly existed. Treated as subjects rather than 
citizen they have learnt not to expect great levels of service from their public 
service- if anything, the society served the state officials rather than the other 
way round. 
 
Expansive public service reform measures were introduced by donor agencies who 
required structural adjustment in return for financial aid. Programmes introduced during 
the 1980s by the World Bank and the International Monetary Fund (IFM) were, inter alia, 
for poverty reduction and re-engineering the economy. During the mid-1980s to the 
early 1990s and in accordance with structural adjustment programmes initiatives such 
as the Civil Service Reform Programme were introduced to build capacity within the 
public service as well as to inculcate co-ordinated functional processes and planning 
(Ayee, 2008: 57; Wescott, 1999:145). By the 1990s, citizens began to demand political 
change, and began to demand to move away from oppressive authoritarian regimes to 
more inclusive governance (Westcott, 1999:146; Miller, 2005:19).  
 
Most African countries experienced a deficit in accountability which is an overarching 
principle of NPM, which resonated in heightened levels of maladministration and 
corruption experienced. Recognition of the deficit led to the adoption of the principles of 
good governance in accordance with the World Bank Report of 1992. The Economic 
Commission for Africa (2003:5) identified these principles as including: 
• An efficient public service; 
•  An accountable administrative system; 
• An ethical and reliable judicial system; and 
• Availability of information and transparency within the governance system. 
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African governments began to embrace the fundamentals of NPM from the mid-1990s. 
Numerous programmes were introduced which had a profound effect on defining the 
modus of operandi of the public service as well as the relationship that it should have 
with citizens. These initiatives were introduced with accompanying training programmes 
and the formation of Management Development Institutes (MDIs) to shift from a 
patrimonial system staffed by poorly-qualified officials to a more professional public 
service. However, training and human resources capacity-building initiatives  were often 
fraught with challenges which included, inter alia,  the political will and support from 
governments, inadequate funding for training  as well as the legitimacy of MDIs (Ayee, 
2008:57; Economic Commission for Africa, 2003:35). 
 
In 2001, in keeping with a client-centred bureaucracy, African governments adopted the 
Charter for the Public Service in Africa at the third Pan African Conference for Ministers 
responsible for public services. The charter was adopted to promote ethical and 
professional public administration and management amongst member states. The 
charter is based on the guidelines identified in Table 3:  
 
 
 
Table 3: Guidelines Charter for the Public Service in African Public Service 
Modernising administrative structures 
• The transformation of historically and politically-motivated functions into sound 
business-like operations 
• Adoption of new communication technologies 
Economy 
• Adapting to the increasing globalisation of the economy and creating an enabling 
environment for private sector growth  
• Ensuring not only the economic growth and the strengthening of basic infrastructure 
Social Cohesion 
• The promotion of social development and striving to reduce the growing disparities in 
income and opportunities to foster social solidarity 
 
Source: Charter for African Public Service, Windhoek (2001) 
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 The principles embodied in the Charter are reflected in Table 4. 
 
Table 4: Principles of the Charter for African Public Service. 
Principle of equality of treatment 
 The public service shall recognise the equality of all citizens before the law.  No citizen 
will be discriminated against based on place of origin, race, gender, religion political or 
philosophical convictions or any other personal considerations. 
Principle of neutrality 
The public service shall remain neutral in relation to the government of the day, a 
principle which will be respected by administrations. 
The public service should serve the interest of the public. It shall not discriminate 
against its employees because of their personal traits. 
Principle of legality 
Public services shall be provided in strict compliance with the law. 
Principle of continuity 
Public services shall be provided on an on-going basis within all its component parts in 
accordance with the rules and regulations that define its operations. Failure to comply 
with the principle of continuity may incur the liability of administration in respect of any 
person who may have suffered harm on account of such failure. 
Source:  Charter for African public service, Windhoek (2001) 
 
Macro programmes such as the United Nations: Millennium Declaration adopted in 
2000 which specify the millennium development goals (MDGs) as well as the New 
Partnership for Africa (NEPAD) adopted in 2001 have made profound demands on the 
public service within African member states to be more efficient and effective in service 
delivery to improve the livelihood of citizens. The implication is expansion and 
consolidation of NPM reform measures, with the public service being one of the key 
stakeholders in facilitation of these programmes. The principles of NEPAD are founded 
with the framework of good governance.  
 
The primary objectives of this programme are aligned with the key areas of the MDG 
whose principles include:  
• poverty eradication; 
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• movement to and consolidation of sustainable development; 
• full integration of the African economy within the global economy; and  
• acceleration of the empowerment of women.  
 (http://www.dfa.gov.za/au.nepad/nepadbrief.htm)  
 
 
2.3.1.1 Public service reform in South Africa 
The provision of public services within South Africa was defined by the traditional public 
administration model characterised by centralised control, as well as political and racial 
domination and separatism. The political change in the 1960s was determined by the 
political philosophy of segregation and authoritarian minority rule, consequently, 
expansive governance was characterised by duplication and inefficiency. The dawn of 
the new democratic political dispensation in 1994 led to the adoption of numerous 
policies aimed at ensuring the delivery of services to those who had been historically 
excluded. Political reform coincided with public service reform implemented globally. 
Political and administrative leadership post-1994 was guided by the need for 
representative and responsive governance to ensure levels of economic efficiency and 
effectiveness, consequently, performance-orientated in its service delivery amidst many 
socio-political and socio-economic challenges (Miller, 2005:75).   
 
The reform process in South Africa has been two-fold. Firstly, the repeal of oppressive 
segregation legislation that led to the promulgation of legislation and development of 
policies to begin to transform the society. Secondly, the dismantling of structures of the 
apartheid past for the transformation of  the government and administrative apparatus, 
in particular, the public service to allow for inclusion and expansion of service provision 
to all citizens by a single public service (Ncholo, 2000:87).  
 
Many reform programmes were introduced, including the Reconstruction and 
Development Plan (RDP) of 1994. The RDP set objectives for transformation including 
rationalisation and restructuring of the public service to be a representative professional 
entity that delivers service. Furthermore, a public service that meets basic needs and 
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corrects the imbalances inherited from the former apartheid government. In addition, the 
reform programmes included the development of structures, systems and a public-
service culture,that were accountable and promoted managerial effectiveness and 
efficiency (RDP 1994:125). The White Paper on the Transformation of the Public 
Service (WTPS) of 1995 set key priority areas that embodied the objectives of the RDP. 
The White Paper states that the public service needs to be:  
 
… a coherent representative, competent and democratic instrument for 
implementing government policies and meeting the needs of all South Africans  
(WTPS 1995).  
 
Ensuing legislation, policies and numerous programmes began the process of a 
performance-oriented client-centred bureaucracy as espoused by NPM theory. In 
addition, macro-economic policies began to place more emphasis on fiscal control and 
a leaner public service within South Africa amidst its developmental challenges. The 
Growth, Employment and Redistribution (Gear) macro-economic policy framework, was 
adopted in 1996. Its adoption was criticised by many because critiques argued that it 
mirrored structural adjustment programmes imposed by the IMF in other parts of Africa. 
The problem experienced by South Africa was, however, that the developmental 
challenges inherited by the past regime was and continuous to be vast (Tshandu & 
Kariuki, 2010:191).    
 
Key to this study is the White Paper on the Transformation of the Public Service (Batho 
Pele principles) of 1997. The policy sets the foundation for the determination of a client-
centred approach to government services. It sets the principles for determination of 
measurable service quality in the public service.  Section 1.3.3 of the Batho Pele policy 
acknowledges the citizen as a client of government by stating that: 
To treat citizens as customers implies  
• Listening to their views and taking account of them in making decisions about 
what services should be provided, 
• Treat them with consideration and respect, 
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• Making sure that the promised level of quality of service is always of the highest 
standard; and 
• Responding swiftly and sympathetically when standards of services fall below the 
promised standard. 
 
The policy specifies the development of Service Delivery Improvement Plans and 
measurable service standards aimed at meeting and exceeding client needs and 
expectations leading to service excellence. The Public Service Regulation 2001, Part 
111 C1 and Part 111 C 2, require executive authority to give meaning to the Batho Pele 
Principles. The executive authority is required to develop and revise Service Delivery 
Improvement Plans (SDIPs) on an annual basis and to account to parliament regarding 
performance levels in providing public services. The essence of SDIPs is to foster a 
client relationship based on trust in the public service for service quality. Service 
Delivery Improvement Plans, therefore, constitute a contractual agreement for trust in 
the service quality in the public service. It is the overt commitment from government to 
improve services.  
 
The public service also adopted a Code of Conduct in accordance with the Public 
Service Act 103 of 1994 for the public service as an initiative to develop a more 
professional ethos aligned to the fundamental principles espoused in section 195 of the 
Constitution as well as the Batho Pele principles in defining a client-centred relationship. 
The Code of Conduct prescribes the envisaged interaction between public officials and 
the general public. Furthermore, the maintenance of an internal co-operative 
relationship based on professional ethics to ensure that collegiality exists amongst 
officials while rendering services effectively and efficiently. The Code of Conduct also 
commits public officials to regular training and self-development giving recognition to the 
need for change and innovation. In respect of collegiality the Code of Conduct states 
inter alia that: 
• An employee co-operates fully with other employees to advance the public 
interest; and 
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• An employee refrains from favouring relatives and friends in work-related 
activities and never abuses his or her authority, nor is influenced to abuse his or 
her authority 
 
Furthermore, the requirement for the public service to be performance orientated in 
terms of NPM ideals has led to the adoption in 2007 of the Government-wide monitoring 
and evaluation system (GWM &ES). The intention of the GWM &ES is to enhance 
quality service provision across government by the implementation of a functional co-
ordinated monitoring and evaluation system across all departments to improve public 
services as well as being more cost effective in service provision. Various other 
outcomes based approaches and policy documents have been developed that place 
particular emphasis on the development of measurable norms and standards for 
monitoring and evaluation of service delivery (Rabie, 2010:140).  
 
The Medium Term Strategic Framework adopted in 2010 identifies ten strategic priority 
areas and 12 outcomes to achieve measurable results and defined change in service 
delivery by 2014. A performance agreement in terms of the ten priority areas was 
signed by the president with each ministry. In terms of the public service, the priority 
area is: 
To develop a skilled and well-motivated public service that is proud of what it 
does and receives full recognition for delivering quality services.  
 
The outcome of this is an efficient, effective and development orientated public service 
and an empowered, fair and inclusive citizenship. The Guide to Outcomes Approach 
(2010) identifies seven outputs which include: 
• Social cohesion; 
• Citizens’ participation; 
• Effective tackling of corruption; 
• National identity; 
• Service delivery quality and access; 
• Human resources management and development; and 
• Business process, systems, decision rights and accountability.  
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2.3.3 CRITIQUE OF NPM IN DEVELOPING COUNTRIES  
The relevance and appropriateness of NPM reform strategies to the public service in 
developing countries raises questions particularly in terms of available political and 
institutional capacity to implement these strategies effectively. The skills and managerial 
capacity of the public service in developing countries are strong determinants of the 
level of success to be achieved with the implementation of NPM strategies. Sarker 
(2006:184) argues that a number of preconditions for the success of NPM must exist 
which will allow for the realisation of measurable outputs and outcomes. These pre-
conditions include:  
• A reasonable level of market-development that enables active and sustained 
economic growth; 
• A well-developed judicial system to maintain rule of law; 
• A conducive administrative system with available skilled human resources to give 
effect to the reform measures; 
• A conducive administrative and political system that is able to take decisive 
action for reform; 
• Availability of technical capacity; and 
• A stable political environment to absorb conflict that the reform measures may 
present. 
 
Theorists argue that these preconditions were not evident in many African countries 
(Ayee 2008:57, Sarker 2006:184; Tshandu & Kariuki, 2010: 202). Importantly, some of 
the NPM measures are not conducive to developing countries because they have to 
grapple with the implementation of reform measures while also grappling with 
implementing functional systems and processes as well as working towards political 
consolidation. African countries are affected by low levels of skilled workers and 
technical availability which has often left the ideals of reform measures only partially 
implemented. Tshandu and Kariuki (2010: 202) indicate that: 
 
The institutional systems in South Africa are still fragile and often experience 
difficulty in absorbing and implementing the expansive policy frameworks they 
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are subject to. Despite the laudable nature of these reforms, which often match 
international best practice reform measures, South Africa’s institutional 
infrastructure is insufficiently developed to effectively match the expectations of 
policy makers on policy outcomes. 
 
 
Furthermore, the fragility of the political environment in most developing countries does 
not render the NPM reforms viable. According to Manning (2001:299) the expectation of 
service quality held by clients in developing countries are generally low, further the 
client  is generally of the impression that complaints are not worth the effort as they will 
not be addressed by authorities.  
 
2.4 CONCLUSION 
 
The core values of public administration have become stable foundations for public 
sector reform. The bureaucracy in its structural format as put forward by Weber 
continues to be relevant and applicable to modern governance. However, aspects of 
this model have been refined with the development and implementation of reform 
measures. NPM brought about the implementation of managerial reform with particular 
emphasis on external and internal accountability as well as professionalism. Citizens 
have become clients of government and have greater responsibility in a representative 
governance system in keeping the public service accountable for levels of performance. 
Furthermore, secure employment as espoused by Weber has been replaced with 
contractual obligation, in particular, for senior managers of the public services whom 
must demonstrate agreed upon levels of performance.     
 
Africa has experienced expansive reform particularly during the 1980s structural 
adjustment programmes were imposed for economic viability. The imposition by the 
West of these programmes was controversial owing to the nature of exchange. 
However, these programmes also required the transformation of the public service to be 
viable in meeting the needs of citizens. During the 1990s, Africa experienced a political 
reawakening which led to the development and implementation of economic and 
humanitarian transformation for the collective.   
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The public service in South Africa cannot adopt a homogenous one size fits all 
approach to service delivery. It has to serve a diverse population with various needs 
evident in the stark socio-economic contrasts of the country on account of its political 
history. A plethora of reform and transformation policies and programmes have been 
adopted in recognition that the needs of clients are not static, are diverse and 
sophisticated in a developmental context. The challenge for public service 
transformation, however, has been the poor of implementation of policy objectives 
amidst heightened expectation for change from the vast majority who had been 
marginalised. The country continues to experience numerous developmental challenges 
such as critical skills shortages across all sectors. Public officials within the public 
service are often portrayed in the press as indifferent to citizen needs, and that they lack 
the necessary knowledge, skill and commitment to provide services, in effect that they 
fail to delivery service excellence. This detracts the focus from public officials who are 
committed and striving towards service a responsive public service. The public service 
has created awareness of the need for client-centred service provision in terms of the 
Batho Pele Principles. Many cosmetic changes have been made in departments such 
as improved signage and identification, however, the capacity to and commitment 
towards a sustained client service culture remains a challenge. 
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CHAPTER 3 
SERVICE QUALITY IN THE PUBLIC SERVICE  
 
3.1 INTRODUCTION 
Reform measures introduced in the public service in terms of the ideals of New 
Public Management (NPM) have globally placed heightened attention on 
performance and the implementation of managerial measures for effective, efficient 
service delivery and a responsive government. Citizens, defined in terms of NPM 
reform as clients of government in receipt of public goods and services, assess the 
level of service quality they receive during a service encounter. The experience 
informs the level of satisfaction derived from the encounter. This discussion will focus 
on the intangible nature of a service encounter where the client should experience, 
inter alia, courtesy, effectiveness and efficiency in service delivery. Client interaction 
with a department and assessment of service quality is rarely based on an isolated 
service encounter. Clients may engage with a department on multiple occasions or 
with multiple departments that define the service output and outcome as well as 
perceived levels of service quality and satisfaction levels derived. Client satisfaction 
arises when perceived performance either meets or exceeds the expectation of 
clients. Assessment of service quality is therefore subjective based on a multitude of 
factors. 
Fundamentally, a client-centred bureaucracy is defined by demonstrated levels of 
performance, the maintenance of service quality and professionalism. The necessity 
for service quality within the public service has received significant attention in many 
developed countries. Service quality models have been developed and academic 
discourse has led to a proliferation of literature linked to both service marketing 
research and consumer behaviour (Grönroos, 1984:36; Grönroos, 2000:33). The 
implementation of NPM reform measures in developing countries and the 
requirement for greater political and bureaucratic accountability has led to increased 
emphasis on service quality performance by the public service (Ayee, 2008:57; 
Rowley, 1998:321; Tsandu, 2005:496). 
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Citizens, as clients in the South African developmental context, are expected to be 
responsive in terms of their service needs; they are required to define, influence as 
well as express levels of satisfaction or dissatisfaction with service quality. Policy 
frameworks such as the ‘White Paper on the Transformation of the Public Service of 
1997’ set the tone for the quality of public service that South African citizens can 
expect. The eight Batho Pele principles are determinants for the provision of service 
quality. They include consultation, redress, value for money, courtesy, service 
standards, information, increasing access as well as openness and transparency. 
The implementations of these principles are aimed at establishing an interactive and 
responsive relationship between the client and public officials in order to inspire 
confidence in the public service. 
Service quality in this study is the display of professionalism by public officials which 
includes compliance with legislation; conformance with strategies, systems and 
standards; competence defined by knowledge, skill and attitude; and, in addition, 
commitment to providing levels of services quality effectively and efficiently. The 
exploration of service quality will be discussed in terms of the interaction and 
exchange experienced during a service encounter between a client and an official 
and that which is perceived from various mediums.  
This chapter will firstly explore conceptual definitions as well as the relevance and 
appropriateness of service quality within the South African public service by referring 
to various initiatives developed and implemented to inculcate a client-centred 
approach to service delivery. These measures include, inter alia, Citizen Charters 
and service delivery improvement plans. The discussion will further review the 
attributes of the Perceived Service Quality (PSQ) model (Gronroos 1984) by 
referring to aspects of functional and image quality. Furthermore, the Gap analysis 
model which measures the difference between expected and perceived service 
quality in terms of five identifiable service quality gaps will be explored. The 
discussion will review the subsequent SERVQUAL scale which identifies five 
determinants with which to measure service quality (Parasuraman, Berry & Ziethaml 
1985, 1991). Finally, the complexity of service quality will be explored in terms of 
past experience and word of mouth communication, the development of 
organisational identity and reputation, as well as dominant cultural factors that 
influence perceptions of service quality.  
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3.2 CONCEPTUAL DEFINITION OF SERVICE QUALITY 
The heterogeneity of clients in search of service from the public service implies that  
service quality has a different meaning to clients at different times in different 
circumstances. A service is defined by characteristics that distinguish it from a 
physical good. A service is:  
• an activity. It is process-orientated in that it engages procedures, methods 
and activities; 
• to some extent produced and consumed at the same time; 
• relationship–orientated in that clients interact with officials in the service 
provision process at given intervals (Grönroos 2000:47; Grönroos 2008:301). 
Morgan and Murgatroyd (1994:12) indicate that service quality is value-based; it is, 
inter alia, the expectation that the client holds of services which includes the 
following aspects:  
• What the client is entitled to in respect of legislative prescripts and defined in 
service charters;  
• What the client wants; and 
• How the client expects to receive the service in an era of innovation and 
technological advancement. 
Service quality in the public service is defined in annual strategic plans drafted by 
national government, also referred to as service delivery improvement plans and 
specified in service charters, also referred to as customer care charters and citizen 
charters. These charters are the overt annual contractual commitment by the 
bureaucracy that specifies norms and standards for service quality. Inadvertently, 
these charters set the norm for the development of a corporate culture for the 
organisation, which implies the shared believes and patterns that give meaning to 
members of the organisation as well as provide them with rules and regulations for 
service provision (Grönroos, 2005:357). Norms are the minimum levels at which an 
organisation must operate at. 
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Service norms and standards captured in a service charter indicate that service 
quality is observable, achievable, measurable and desirable. Service standards are 
indicators to measure the level of service quality met. They must be relevant, 
realistic and measurable to allow public officials and clients the opportunity to assess 
service quality (DPSA, 2010). The development of service standards should be 
based on the following elements:  
• Quantity: Service and product should be supplied by the public service in 
sufficient volume and as diversely as possible to meet and sustain basic 
needs.  
• Quality: The product and service should have a lasting value for the client so 
that the product need not be resupplied in the short term at additional cost. 
• Timeliness: The product or service should be rendered within the shortest 
space of time to allow the client to derive maxim benefit from it. 
• Value for money: The cost of the service or product should take into account 
the value derived by the client.  
• Access: Services or products should be provided by an ideal locality relevant 
to the clients to allow maximum benefit from the proximity of the service. The 
client should not incur undue cost to obtain the service.  
• Equity: The service and products should be provided without discrimination. 
Clients should be informed of the availability of services. Therefore the 
necessary consultation measures and distribution of information should be 
defined (DPSA, 2010). 
Service charters set the expectations for service quality and seek feedback from 
clients to improve services continuously and bring about innovation where necessary 
or applicable. The implication is that the type of services available, to client, the 
format in which they are provided and the levels of quality must to be communicated 
and marketed to create awareness amongst citizens. It is therefore important that 
organisations embark on a process of external branding and marketing to create 
awareness of the services and products they provide. However, it must be noted that 
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internal awareness creation within all tiers of the organisation is crucial to facilitate 
an organisation culture that is based on service excellence. 
The SASSA holds five core values which include social cohesion, transparency, 
equity, integrity and confidentiality which clients and officials must subscribe to 
promote human dignity and cooperation. These values are reflected in the SASSA 
Customer Care Charter. Social cohesion implies that the agency commits to building 
relations with internal and external clients to foster good relations in the interest of 
meeting the needs of vulnerable groups. Secondly, transparency implies that clients 
will be regularly informed of their grant rights and related issues. Thirdly the agency 
commits to the provision of fair and impartial service provision and that it will engage 
with clients in an honest manner. Lastly, the agency will ensure that information 
provided by clients in terms of grant applications remains confidential (Annual Report 
2010-2011).   
The SASSA Customer Care Charter is supported by norms and standards 
developed by the DSD in terms of the  National Norms and Standards Policy for 
Social Assistance Service delivery (2002). These norms and standards are 
underpinned by a number of functional and customer care principles and objectives. 
Figure 2 identifies norms related to grant administration and procedures.  
Grant administration process and procedures 
 
Norms 
An application process should be completed and approved within 45 
minutes. 
Verification of a grant application should be achieved in 45 minutes. 
 
Grant approval should take 3 minutes to effect including filling that should 
take 25 minutes. 
Payments will be effected monthly, reconciliations provided by financial 
integrated systems. 
 
An effective appeals and review system implemented with accompanying 
regulations. 
Figure 2: National Norms and Standards Policy for Social Assistance Service Delivery 
Source (DSDS 2002).  
The SASSA has to engage in external as well as internal communication with clients 
and relevant stakeholders to inform of the services available. The object of 
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communication is to establish a client-centric approach to grant administration 
underpinned by a strong communication plan to ensure a continuous two-way flow of 
information. Figure 3 identifies the communication norms to create awareness and 
facilitate service quality in the provision of social assistance.  
Communication and customer care 
 
 
Norm 
Marketing messages will be sent out three times a month using three 
communication mediums. 
  
Communication messages shall ensure that 70% of targeted audience are 
reached. 
 
Help desk and call centres should handle 20 calls per hour during peak hours. 
Calls should be wrapped up within 3 minutes. 
 
Customer service offices shall ensure access and availability during working 
hours. 
Decrease wasting time in queues for service. Optimal customer satisfaction 
should be targeted at 75%. 
 
Figure 3: National Norms and Standards Policy for Social Assistance Service Delivery 
Source (DSDS 2002).  
The SASSA Customer Care Charter (2007) sets an expectation of clients to engage 
in a responsive relationship with the agency. The stipulations in the charter indicate 
that service quality is defined by a relationship between officials and the clients The 
Charter indicates that the agency commits to: 
  … Administer quality social security services cost-effectively and efficiently, using 
best practices (The South African Social Security 2007).  
The client can expect the:  
…Promotion and protection of human dignity, confidentiality, integrity, 
fairness, transparency and Equity (SASSA Customer Care Charter 2012). 
Table 5 below specifies the service commitment that clients can expect from the 
SASSA in terms of its customer care charter.  
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Table 5: SASSA Customer Care Charter 
Direct contact  with 
client 
Contact with the SASSA Environmental factors 
at SASSA offices and 
pay-points 
 
Provide  information and 
give advice  about all 
grants administered  
When contacting the 
SASSA by any means 
available the client can 
expect that a customer 
service agent will identify 
him- or herself. 
 
A help desk will be 
available where SASSA 
officials will assist 
clients immediately.  
Refer the client to other 
institutions to attend to a 
need where SASSA is 
unable to fulfil the 
requirement. 
The SASSA aims to resolve 
telephonic and personal 
queries immediately where 
possible. 
Where a query cannot be 
resolved the SASSA will 
provide feedback indicating 
the anticipated period for 
resolution. 
 
Clients will be provided with 
a reference number which 
will facilitate follow-up 
queries.  
Receipt of communication 
will be acknowledged and 
the query will be addressed 
within seven working days. 
 
 
The SASSA aims to resolve 
a query within 21 working 
days. 
All decisions concerning 
grant applications and 
administration will be done 
in writing. 
 
Clients can expect: 
Privacy 
Comfortable waiting 
areas. 
Toilet facilities and 
medical assistance if 
informed in advance.  
 
Assist applicants with 
complete applications to 
apply for a grant 
SASSA officials will do 
home visits where 
required. 
Always  uphold the  
Constitution of the 
Republic of South Africa, 
the laws governing the 
public service and the 
Code of Conduct of the 
public service 
Grant processing will 
commence on the day 
that a service request is 
made where clients are 
legally entitled. 
 
Grant application and 
payment will be finalised 
within 90 days of a 
service request first 
lodged. 
Serve clients in a 
language of their choice  
 
 Telephonic queries will be 
handled as quickly as 
possible in the official 
language of choice. 
Source: Customer Care Charter 2007 
 
The Charter indicates that clients should providing relevant, accurate and truthful 
information when lodging a grant application with the agency. The provision of 
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relevant and accurate information will lead to effective and efficient service provision. 
The provision of truthful information indicates that clients uphold the principle of 
integrity, one of the SASSA core values. Furthermore, clients must respond 
timeously to requests made by the agency which will lead to effective and efficient 
service delivery. The agency retains the right to review decisions taken to ensure 
compliance to legislation while it also commits to implement redress measures 
where a complaint has been lodged as well as aspires to cooperative relationship 
with its clients by stating that:  
…. “We are interested in your views about our services. We will use the information 
you give us to improve our services (SASSA Customer Care Charter 2012)”. 
The norm on timeliness stated as 90 days turn-around for finalisation of a grant 
application has been revised to 21 day. Official SASSA communication from the 
national office states: 
   “SASSA has committed to a 21 day turn-around time for all grant applications. 
Following through on this, there should be no first time payment for any grant which 
exceeds three months money, namely….(Memo Management of large amounts for 
Payment 21-06-2012).”  
 
3.3 SERVICE QUALITY MODELS  
It is fundamental that the private sector in order to maintain a competitive edge 
understand the defining elements of a client relationship that will lead to client loyalty 
and profit maximisation. Clients in the private sector engage in transactional activity 
and the order of business is based on competitive intelligence, profitability and 
choice. Competitive intelligence (Rouch & Santi, 2001:552; Sewdass, 2012:2) 
implies that companies engage in internal and external organisational audits and 
market research to determine the type of client whom they engage with, the type of 
client that they want to attract in future and the demand for a particular service as 
well as innovation required. Fundamentally, there is clarity of the existing niche 
market and the character of client. The implementation of strategies to ensure 
service excellence and client loyalty is therefore fundamental and aligned 
accordingly. Furthermore, the development of a corporate image can be targeted at 
a specific market.  
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In the public service, a client-centred relationship based on client satisfaction with 
service quality is fundamental to stable governance and to the establishment of 
organisational trust because the fundamental purpose of the public service is to 
sustain a quality of life as set out in statutes. Therefore, increased focus on service 
quality has chiefly been to determine strategies to improve performance. The public 
service has consequently place significant attention on monitoring and evaluation of 
client satisfaction with service quality met during a service encounter. It is imperative 
that senior managers take cognisance of diversified socio-economic needs and 
requirements for greater convenience and sophistication (Wisniewski & Donnelly, 
1996: 358; Grönroos, 2000:63 Christensen; Lǽgreid, 2005:490).   
A number of conceptual models have been developed since the mid-1980s that aim 
at understanding the multi-dimensional nature of service quality (Seth, Deshmukh & 
Vrat, 2005:915). The Perceived Service Quality (PSQ) model developed by 
Grönroos (1984) is one of the first that delineated criteria to understand the 
relationship between service quality experienced and that which is expected. 
Secondly, the Gap analysis model and the SERVQUAL scale (Parasuraman, Berry & 
Zeithaml 1985, 1991) delineate a number of dimensions that can be utilised to 
measure the gap between experienced and expected service quality. According to 
Seth, Deshmukh & Vrat (2005:914),: 
… the primary aim of these models is to enable the management to understand  and 
enhance the quality of the organisation and its offering. 
These models continue to be relevant in the study of service quality as the 
dimensions developed enable measurement of levels of client satisfaction derived 
from a service encounter to understand: 
• the type of client that is satisfied with a particular service; 
• elements and actions that lead to satisfaction in a service encounter; and 
• the type of public decisions and regulations that will lead to improved 
satisfaction during a service encounter (Rowley, 1998:325; PSC 2011:22).  
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3.3.1 The Perceived Service Quality (PSQ) model (Grönroos 1984) 
Grönroos (1984) identifies three components which define levels of perceived 
service quality. They include technical, functional and image. The primary aim of the 
PSQ model was to understand the attributes of a service encounter in the mind of a 
client to establish a relationship between perceived and expected service quality 
(Grönroos, 2000:62). Technical service quality is tangible and related to a product. 
This type of quality involves the accuracy with which the standards and 
specifications are followed to construct or develop a product. The focus of this 
discussion is on functional and image quality as related to the intangible nature of a 
service encounter. Figure 4 identifies the key components of the PSQ model. 
 
 
  Figure 4: The Perceived Service Quality (PSQ) model. Source: Grönroos 1984 
 
3.3.1.1 Functional quality 
Functional and image quality are closely intertwined.  The focus is not only the 
service output but the entire service outcome. The provision of functional quality 
centres on the integration of a management philosophy and tools that lead to the 
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implementation of strategies and systems. These lead, in turn, to internal 
effectiveness and efficiency of workflow aimed at accurately satisfying client service 
requests with courtesy within the shortest turn-around time.  
The provision of service is process-orientated in that clients interact with officials to 
address an identified need or an issue. The implication is that service quality occurs 
during a service encounter while both parties engage with the business system of 
government. The client will assess the output and outcome of a service counter 
where the client experiences a display of professional competence which should 
include requisite knowledge, skill and aptitude defined in terms of set service 
standards. The experience encountered will define the levels of satisfaction a client 
has with service quality.  
Fundamentally, the level of client satisfaction with service quality is defined in terms 
of the expectation held and the service experience encountered. Perceived high 
levels of service quality may lead to high levels of satisfaction with both output and 
outcome while perceived low levels of service quality may lead to levels of 
dissatisfaction with output and outcome. However, clients may have obtained the 
required service but processes that led to the service were flawed, which will lead to 
low levels of satisfaction with the outcome.  
The encounter with levels of service quality may be individual. However, client 
satisfaction is the collective experience all citizens hold of their interaction with the 
public service. Pronounced levels of either satisfaction or dissatisfaction accorded to 
service encounters over a period of time hold a direct implication for the level of trust 
bestowed to the bureaucracy by citizens who are also members of the electorate. 
Trust is subjective and multi-dimensional. Clients who interact with the public service 
may have limited confidence in the administrative system and heightened confidence 
in the political system to facilitate change where levels of dissatisfaction with the 
public service have been registered. However, the opposite may also be the case: 
that clients disengage with the political system because of pronounced levels of 
distrust due to the absence of political accountability (Van der Walle & Bouckaert 
2003:899; Christensen & Lægreid, 2005: 490). 
Trust in the context of this discussion is the expectancy that an individual or a group 
holds of another, where word, promise, verbal or written communication can be 
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relied on (Rotter 1967 in Albrecht & Travaglione, 2003:78). Furthermore, Fukuyama, 
(1995:19) indicates that trust is the belief that others will act responsibly for the 
common good. Robbins (1998:294) identifies the following factors that constitute the 
characteristics of trust in an organisation:  
• Competence refers to the interpersonal competencies and technical 
knowledge of public officials for task completion and performance. 
• Consistency refers to behaviour by public officials that illustrates the ability to 
be continuously reliable and predictable. Consistency is fundamental to 
establishing the development of a trustworthy relationship between client and 
official. Knowledge of reliability and predictability in service delivery is 
fundamental to establishing an image of trust or mistrust.   
• Openness refers to the ability to make information available and to be 
accessible to clients. 
• Integrity refers to the ability by public officials to be honest and truthful in their 
dealings with clients and work-systems. 
• Loyalty refers to the demonstration of reliability and dependability for the 
common good where consistency is the key element. 
The tools utilised to implement functional service quality include service delivery 
models that define the vision and principles for the attainment of service quality. The 
service delivery models implemented give effect to workflow processes that lend to 
the attainment of levels of service quality.  
Figure 5 shows a process approach to benefit administration at SASSA in terms of 
the service delivery model adopted.  
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Figure 5. Service delivery model SASSA. Source: SASSA presentation to Portfolio    
Committee 2011 
This service delivery model, also referred to as the 3-step approach, to benefit 
administration was adopted in 2011 to introduce levels of standardisation and 
uniformity in the administration and management systems for improved 
organisational efficiency. These aspects are expected to translate to improved 
service quality, however efficiency of task is dependent on the level of understanding 
each official holds of their specific role, the need for change in work-processes that 
accompanies the introduction of the model as well as the inter-related nature of 
tasks.  
This service delivery model has been implemented in all SASSA offices across all 
the provinces. The overall intention was to improve client-centredness and increase 
access to services. The rationale was further to: 
• provide a baseline of operational standards which will allow the SASSA to 
evolve and grow as the needs of clients change; 
• provide the opportunity as well as solutions to achieve strategic objectives 
aimed at exceeding stakeholder expectations and overcoming major 
challenges; 
• ensure a more client-centred approach to service provision; and 
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• bridge the gap between the current reality and the envisaged client-centred 
excellence (SASSA 2011). 
The business principles that underpin the service model to allow for functional as 
well as improved image quality are. 
• taking the service to the people via the implementation of mobile service also 
referred to colloquially as counter services by officials; 
• the adaptation of working hours to be more responsive to client needs; 
• ensuring levels of consistency  when clients interact with the SASSA; 
• the provision of a one-stop service in keeping with the Batho Pele principles to 
minimise  the number of interactions by a client; 
• effective targeting, accurate and complete screening an well managed assets 
prior to applications  being processed;  
• comprehensive social assistance programme to allow clients to be linked to 
other developmental opportunities available by government; 
• integrated end-to end processes, supported  by interfaces with external data 
bases for the verification of information and an automated decision-support 
system; 
• the implementation of an internal review mechanism to allow the SASSA to 
assess its own decisions before these are taken on appeal or by judicial 
review; 
• effective management of complaints’ and queries with feedback to clients; and 
• holistic quality assurance (SASSA 2011:20). 
Benefit administration involves stringent workflow processes that ensure efficiency 
and accuracy with which service delivery takes places. Figure 6 below depicts the 
work-flow that commences from the registration of an application to the payment of 
the benefit as well as redress, where necessary.  
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Figure 6 Social assistance administration process approach.Source: Portfolio Committee 
presentation 2011 
 
Benefit administration involves steps that include application management, 
beneficiary maintenance, internal decision reviews and enrolment, and benefits 
transfer payment (Portfolio Committee presentation October 2011). 
The maintenance of service quality  require the co-operation of various stakeholders 
to assess the service quality experienced as well as re-define measurable service 
standards to ensure relevance. Key stakeholders involved in defining service quality 
include the internal and external clients. Officials are responsible for delivering a 
service and are accountable for the display of professional competence. However, 
officials are also internal clients within the organisational strata where vertical and 
horizontal interdepartmental or intergovernmental cooperation within the 
bureaucracy is required to meet service quality. Internal clients therefore include 
executive management who have a strategic vision of the level of service quality that 
should be implemented in respect of statutory and policy guidelines (Rieper & 
Mayne, 1998:120). Table 6 identifies various clients and their relationship in enabling 
service quality. 
Customer  
Screen 
Applicants Manage        
Pre-application 
Assessments 
Administer 
Intake 
Verify 
Information 
Manage 
Ongoing 
Eligibility 
Enrolment 
and Card 
Issue Payment 
Administer 
Referrals 
Administer 
Fair Hearings 
Manage 
Beneficiary 
Records 
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Table 6: Stakeholders in the evaluation of public service quality. 
 
 
 
 
Internal 
Client 
Executive 
Management 
Strategic guidance.  
Top-down engagement  
Statutory interpretation of  
service quality 
Strategic vision for service 
quality. 
Accountable for developing 
monitoring and evaluation  
tools 
Senior-middle 
management 
 
Dependent on  vertical 
and horizontal co-
operation and co-
ordination 
Operational implementation of 
service quality envisaged. 
Monitoring of service quality 
Frontline staff Influences service quality 
standards and   
implementation. 
Bottom-up engagement.  
 
Facilitates service quality 
External 
Client  
Citizen (service users) 
Beneficiaries (Non-paying clients) 
Paying clients 
Collaborative/ Private-public partnerships 
Receives and co-produces 
service quality. 
Bottom-up engagement. 
Source: Rieper & Mayne 1998   
The external client includes the citizen as well as other stakeholders who engage in 
collaborative or private-public partnerships to enable service delivery. Alford 
(2010:23) argues that citizens are co-producers of public services in that they define 
the type of service provided as well as influence the manner and the level of service 
quality aspired to, where the bureaucracy is responsive and heeds critique. The 
client is likely to express an opinion on the output and outcome of a service in terms 
of such aspects as the level of professionalism displayed during a service encounter 
and the environment within which the service was provided. An environment that the 
client does not find conducive is likely to lead to a negative experience and influence 
future interactions with the department and this is conveyed to prospective clients.  
 
The Public Service Regulation 2001, Part 111 C1 and Part 111 C 2 require the 
executive authority of a department or agency to give meaning to the Batho Pele 
Principles. The executive authority is required to develop and revise service delivery 
improvement plans (SDIPs) on an annual basis and to account to parliament 
regarding performance levels. National and provincial departments and agencies 
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must develop service standards in terms of strategic departmental priorities that take 
into account the eight Batho Pele Principles. Provincial departments may set 
additional standards for aspects not covered by national norms. 
The service delivery or strategic plans crafted by officials must take into account 
capacity and capability of the entity in terms of annual skills inventories and talent 
management plans to deliver services. They take the staff component into account in 
terms of the ratios of officials available in relation to the anticipated number of 
citizens that will require services. The plans extend to the analysis and improvement 
of aspects such as the conditions within which services are rendered. The 
development and revision of these plans take key service delivery issues into 
account as well as the vast socio-economic differentiation that prevails amongst 
citizens. The requirement for the type of service will remain constant: however, the 
provision of service must be adapted as defined by the socio-economic scenario. 
The development of service delivery improvement plans requires departments to 
have assessed who their actual and potential clients are. The implications for the 
development of Service Delivery Improvement Plans to enable service quality are 
multifold: SDIPs must be communicated to citizens, that is, service standards should 
be unambiguous. SDIPs inform clients of policy decisions, procedures and actions 
that are intended to lead to a better quality of life. Strategic plans are accompanied 
by annual performance plans. These performance areas are devised as appropriate 
and applicable to the national context.  
Regional operational plans set targets for the improvement of service delivery as 
appropriate and applicable to the specific geographical area in relation to targets set 
in national strategic and performance plans. Clients are, therefore, able to assess 
service quality in terms of their experience as well as perceptions of service quality, 
particularly in relation to customer care charters that provide an overview of these 
performance areas (Cloete 2007:3). Fundamentally, service quality is therefore a 
top-down as well as a bottom-up process. Annexure B attached indicates the 2011-
2012 draft operational plan for the SASSA Eastern Cape which identifies the areas 
of output, the performance targets as well as the performance indicators specified 
over the four quarters of the year. These performance indicators enable 
measurement of the levels of service quality met in terms of the defined output.   
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Secondly, senior and middle management are the enablers of service quality who 
are responsible for the operational interpretation of the level of service quality 
projected. Senior public officials are tasked with strategically guiding and directing 
the implementation of levels of service quality captured in service delivery 
improvement plans aimed at the external client who is legally entitled to service 
provision. They are also accountable for the periodic monitoring and evaluation of 
service quality in relation to service standards to determine compliance with 
organisational protocols based on the Batho Pele principles.  The SASSA adopted 
the integrated result-based approach to monitoring and evaluation. This approach 
sets the framework for service quality maintenance in grant administration. Figure 7 
presents evaluation system implemented at the SASSA.  
 
Figure 7: SASSA Evaluation system (SASSA 2009) 
Monitoring is the systematic collection of data which is fundamental to assessing 
performance periodically. Continuous monitoring enables the assessment of service 
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quality and identifies the gap between perceived and experienced service quality. It 
allows the implementing agents to assess the progress of on-going development 
initiatives as well as measure satisfaction levels. It therefore takes into account 
short-term achievements as well as challenges. Furthermore, it allows management 
to take corrective action where available evidence indicates the origin or nature of a 
complaint or problem area as well as bench-mark success (PSC 2008).  
The monitoring and evaluation system has been mainly manual however increased 
automation has led to greater reliance on computer generated data from SOCPEN 
and MIS to develop periodic monitoring reports. The critical importance of the 
monitoring and evaluation system is that it facilitates communication between 
regional and national offices in terms of meeting strategic objectives defined. 
Figure.8 illustrates the monitoring system adopted at the SASSA. 
 
 
Figure 8 SASSA Monitoring system. Source SASSA (2009:23) 
The different SASSA branches from the regional office to service points are 
responsible for monitoring and evaluation as pertains to their defined competence. 
The regional office holds an oversight function over the districts within a province 
and reports to the national office on the level of service quality met in service 
delivery. 
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Effective monitoring and evaluation requires that the management tool is aligned to 
the specifications of the spatial area and service delivery environment. 
Consequently, relevant indicators should be developed as relates to the service 
requirements of the specific region to determine a results-drive approach to service 
delivery. 
The strategy identifies the development of indicators in relation to operational 
objectives. The attributes of the indicators should be based on validity which implies 
the ability be measure the intended objective. Reliability which is the authenticity of 
the information collected in relation to defined indicator. Furthermore, sensitivity 
which take into account the characteristics of people and or phenomenon. A time-
frame should also be defined for revision based on the findings from monitoring.  
3.3.1.2 Client satisfaction and social assistance  
The implementation of functional measures to meet service quality enables 
management to monitor and evaluate levels of client satisfaction with service 
provision. There are a number of advantages of measuring service quality which 
include the: 
• Identification of factors that influences levels of service quality 
• Suitability of particular methods  implemented  
• Identification of new measures and future  needs that will lead to service 
quality 
• Periodic nature of perceptions of service quality. 
• Diagnoses of training  and developmental needs for employees 
• Identification of benchmarks of service quality (Seth, Deshmukh Vrat, 
2005:915). 
The demand for social assistance has grown nationally as well as within specific 
regions such as the in the Eastern Cape. The agency disbursed 15,701,199 grants 
to beneficiaries across the nine provinces, of which 2.672,969 grants were disbursed 
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in the Eastern Cape by April 2012 (SASSA Factsheet 2012). Table 7 illustrates the 
increased demand for social grants over a period of five years by grant type.  
Table 7 Percentage growth rate over a five year period in the disbursement of grants  
 
Source: Annual Report 2011-12 
The fluency of functional systems experience by a client has a direct relationship 
with perceived efficiency and effectiveness of service delivery and levels of client 
satisfaction. It is therefore of critical importance that investment in functional systems 
and innovation is prioritised as demand grows to facilitate consistent of service 
quality that leads to client satisfaction. This includes prioritisation of various aspects 
such as the availability of adequate functional tools required and commensurate staff 
ratio’s in relation to the number of clients that require service at regional level. 
A total number of 11,022,722 child support grants were disbursed nationally. Table 8 
shows that which 1,845,32 grants were disbursed in the Eastern Cape by April 2012 
(SASSA Fact sheet April 2012).  
Table 8: Disbursement of the number of grants by grant type as at 30 April 2012. 
Grant  Type  EC  
Old Age      493,455 
War Veterans Grant             99 
Disability Grant    189,042 
Grant-in-aid        8,501 
Care Dependency Grant     18, 353 
Child Support Grant 1,845,320 
Foster Child Grants    118,198 
Total  2,672,968 
 Source: SASSA Fact sheet no 4 2012. 
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The agency, since its inception has experienced accounts of poor service delivery. 
These challenges identified have been varied and expansive. The challenges 
include, inter alia, the following: 
• Overcrowding at service points, 
• Clients sleeping over and early arrivals at service points, 
• Long waiting periods in waiting rooms for service, 
• Repeat visits by clients, 
• Backlogs in processing of applications, 
• Lack of adequate office accommodation, 
• Lack of humane conditions at pay-points,  
• Poor record management which leads to loss of files and other critical 
documents, 
• Poor archiving standards, and  
• Lack of a client-centric focus and non-adherence to the Batho Pele principles 
(Parliamentary minutes 16 August 2011). 
The Agency has embarked on addressing these challenges identified in term of its  
strategic priority areas which include inter alia service delivery improvement in terms 
of the service delivery model and automation of business systems. 
A study conducted by the PSC in 2010 reflects the level of citizen satisfaction with 
service quality. The level of satisfaction was measured in terms of key drivers 
developed. These drivers developed to measure service quality are aligned to the 
Batho Pele principles. The drivers are reflected in table 9. The key drivers developed 
were used as indicators in a study conducted in 2011 to assess the levels of client 
satisfaction with service quality in selected national and provincial departments. The 
Department of Social Development, and more particularly SASSA, were part of the 
sample group. Assessment of perceptions of service quality was conducted at urban 
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and rural service points where a total of 1454 clients across the nine provinces were 
sampled (PSC 2011:60). 
 
 Table9: Drivers that measure levels of client satisfaction with service quality.  
Access To determine whether all citizens have equal access to all services to 
which they are entitled.  
Courtesy To determine whether citizens are treated with consideration and 
professional courtesy. 
Access  
to 
information 
To determine whether citizens are given full accurate information 
about the public services that they are entitled to receive. 
Timeliness To determine whether public services and products are delivered in a 
timely manner and whether the services are delivered efficiently and 
effectively. 
Knowledge  
and 
competence 
. 
To determine whether citizens are served by officials who display 
competence in task completion and are knowledgeable of the services 
offered. 
Facilities To determine the conditions of the service delivery site in terms of 
appearance and appropriateness to meet citizen needs and 
expectations. 
Fairness 
and 
equity 
To assess whether clients are treated fairly as well as whether 
services and products are being delivered without bias and 
discrimination. 
Value for 
money 
To assess whether public services are provided economically and 
efficiently. 
Redress To assess whether speedy and effective corrective measures have 
been implemented where defined service standards are not being met.  
Outcome To assess whether the client obtained the service required from the 
public service. 
Source: Citizen Talk 2011. 
The findings as can be noted from table 10 reflect that clients were generally not 
satisfied with the timeliness with which services are rendered at 43 per cent nor with 
the accessibility of service at 48,8 per cent. Clients were least satisfied with redress 
processes at 24.04 per cent. The levels of knowledge and competence of officials 
was rated at 61.8 per cent: by implication a service quality gap of 38.2 per cent 
exists. Equally a service quality gap is reflected in terms of the levels of courtesy 
displayed by official at 39,5 per cent and the  availability of information at 48,3 per 
cent. The percentage variance identifies a performance service quality gap which 
holds direct correlation with the organisational reputation determined. 
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Table 10: Levels of satisfaction with service delivery at SASSA 
 
Source: Citizen Talk 2011. 
 
The provincial findings of this study revealed that clients in the Eastern Cape were 
least satisfied with the process of redress, the accessibility of service points and the 
availability of information, as can be noted from table 9: 
 Table 11: Levels of client satisfaction at SASSA EC 
Drivers of citizen satisfaction  EC Percentage 
Outcome 74,9 
Value for money 88,1 
Fairness and equity 77,7 
Knowledge and competence of staff 70.2 
Facilities 52,5 
Courtesy 63,0 
Information 43.1 
Accessibility 42.4 
Timeliness 54.6 
Redress 33.3 
 Source: Citizen Talk 2011 
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3.3.1.3 Image quality 
Image quality is the projection of quality that is envisioned in strategic annual 
performance and operational plans which specify the intent and purpose of the 
organisation. According to Grönroos (2000:294), the role of organisation image 
projected:  
• communicates expectation; 
• influences perception; 
• is a function of expectation as  well as experience; and 
• has an internal impact on the employees and an external impact on the client. 
 
The intent and purpose set in annual strategic and performance plans is defined in 
key priority areas which sets expectations from national level for service delivery in 
the nine provinces. Fundamentally, these key priority areas set targets for service 
quality to be met by the agency as a whole. Each regional entity will hold an image 
within the respective province. However, a holistic image is garnered because 
SASSA is a national entity. The SASSA national strategic plan (2012/13-2016-2017) 
states that the key priorities for this period across the different spheres of the agency 
are to deliver quality social security services by focusing on: 
• excellent customer care; 
• the automation of services; 
• improving organisational capacity; and 
• promoting good governance in the administration of the agency by 
entrenching a culture of integrity.  
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The key priority areas that define the image to be projected in terms of the various 
strategic objectives are indicated in table 11. 
Table 12: Key priority areas and strategic objectives of SASSA (2012/13-2016-2017) 
Grant Administration  
Improve the effectiveness and efficiency of the administration of the social 
assistance by ensuring that eligible beneficiaries receive their benefits timeously. 
Strategy and Business Development 
Provide strategic direction for the effective implementation of the social assistance. 
Information and  Communication Technology 
Achieve a fully secured, integrated and automated end –to- end system. 
Improve operational efficiency and the quality of ICT service delivery to clients.   
Internal Audit and Risk Management 
 Provide independent assurance on the adequacy, effectiveness and efficiency of 
management implemented controls.  
Facilitate and monitor the development and implementation of the risk management 
strategy. 
Entrench a culture of integrity in the Agency. 
Corporate Services 
Promote and ensure sound human capital management systems. 
Provide efficient and effective legal services to the Agency 
Provide facilities and auxiliary support services that enable the Agency to function 
optimally. 
Promote security risk management practices in the Agency. 
  Finance 
Provide effective, efficient and economical financial management service. 
Source: SASSA Strategic Plan (2012/13-2016-2017) 
These areas aim to project an image of efficiency and client-centredness. Image 
quality is therefore the perception that internal and external clients have of the levels 
of service quality that was, can be or should be achieved by the public service.  
The image that an organisation holds is derived from a number of determinants. Key 
determinants in creating a lasting identity built on trust are the display of competence 
and willingness of the public official to meet levels of service quality as stipulated by 
legislation and provided for in service charters. The image displayed by the public 
service to clients who are also citizens is fundamental to the levels of confidence 
held in its ability to deliver service quality. The confidence benefit refers to 
perceptions of reduced anxiety held by clients and increased comfort as they know 
what to expect of a service encounter (Ng, David & Dagger 2011:134).    
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Secondly, image is derived from organisational marketing and branding. The public 
service spends vast sums of money on continuously branding and marketing its 
departments to communicate their service and to create general awareness of the 
intent of a department. Fundamentally, the branding process defines the image a 
department intends to project or is projecting to the client.  It is, therefore, the 
perception that internal and external clients have of the levels of service quality that 
was, can be or should be achieved by the public service. Furthermore, departments 
hold regular marketing and awareness campaigns across various mediums which 
create awareness of the type of services available. In addition, departments have 
also adopted branding slogans portrayed in the media as well as communications 
issued to existing and prospective clients. These slogans set an expectation for the 
type of service quality that can be expected. The slogan of the South African Social 
Security is: Paying the right social grant to the right person at the right time and 
place. Njalo!   
Thirdly, image is defined by past experiences that citizens hold of a department. Past 
experience that clients hold of their interactions with the public services are defining 
determinants for future interaction and perception of service quality. The image may 
be defined by the history of the organisation in terms of past service quality levels 
experienced, perceived and conveyed  by the media as well as  by word of mouth 
conversations among clients. The compounding factor is that the client does not 
have the opportunity of choice of service provider or transactional opportunity in 
terms of public service request where the image of a department is negative. A 
negative image of a department increases critique of services.  
Word of mouth assertions are generally conveyed informally as it is customary for 
citizens to share experiences, which will include an analysis of a service encounter 
as well as recommendations to prospective clients that will guide their perception of 
the levels of service quality and image of the department. Word of mouth assertions 
have  a wide-spread impact and   a defining and lasting perception in the minds of 
citizens in that the assertion may be to the advantage of the departments where 
positive or damaging to their  image and reputation where negative perceptions and 
experiences are conveyed (Lang 2011:584).   
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3. 3. 2 Organisational reputation and service quality 
The perception of functional service quality and the organisational image projected 
holds a direct correlation with the reputation accrued over time. Organisational 
reputation stems from the experience and perception the client has of service 
encounters.  Organisational reputation is therefore defined by the historic image that 
clients have of the organisation, whether based on personal experience or word of 
mouth communication, or both. Fundamentally, this reputation is defined in terms of 
interactions that citizens have ascribed to the department over time as citizens very 
often have multiple interactions with particular departments. Four critical 
determinants define the image projected and the reputation accrued of the levels of 
service quality provided. These determinants are as follows:  
The performance reputation. This refers to the display of compliance by the public 
service that it can meet its mandate in providing service quality at the levels specified 
within service delivery agreements. The department complies with policy 
specifications.  
Moral reputation. This is the display by officials of compassion, flexibility as well as 
high levels of integrity while meeting public services. 
Procedural reputation. This is the display by public officials of conformance to 
identified norms and standards in the provision of public services. 
Technical reputation. This refers to the level of competence displayed by public 
officials in dealing with complex issues and environments while meeting public 
services (Carpenter and Krause, 2012: 2). 
3.3.3 The Gap model (Parasurman et al 1985) 
The gap model for service quality was developed by Parasurman et al (1985) to 
measure and analyse the perception of client satisfaction with service quality. The 
gap model identifies five gaps which allow the identification and analysis of the levels 
of service quality expected and the level of performance experienced. The central 
focus of the service quality gap model is the service gap between the expectation 
and actual level of performance where public officials are either unable or unwilling 
to execute service quality at defined levels in respect of set service standards. 
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Identification of the gap allows for problem analysis and resolution for improved 
service quality (Parasurnam et al 1985,89; Sharabi &  Davidow, 2010:190). The 
model identifies five gaps illustrated in figure 9: 
 
 
Figure 9. Gap Analysis model. Source: Parasuraman, Zeithaml, Berry (1985). 
 
Identifiable service quality gaps include the following: 
The client expectation and management perception (Gap1): This is the difference 
between the level of service quality expected by clients and that which is anticipated 
by management. Fundamentally, it implies that monitoring and evaluation strategies 
are flawed, or data that emanates is misinterpreted which means that service 
standards determined are unrealistic. Consequently satisfaction with service quality 
will be minimal. 
The service quality standards gap (Gap 2): This is the distinction between the 
organisational understanding of client expectations and the development of service 
This image cannot currently be displayed.
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standards. A service gap originates where service standards are unrealistic; they are 
not informed by the levels of service quality either desired, appropriate or that will be 
tolerated by clients. Principally, the development of service standards should take 
into account issues of socio-demographics. Levels of socio-economic and socio- 
demographic mobility determine levels of service quality expected and levels of client 
satisfaction experienced and demanded. Socio-economic mobility implies that 
perception of service quality and client satisfaction is influenced by the income 
brackets of citizens. In addition, socio-demographics refer to the expectations of 
service quality of citizens in rural areas versus the expectations of those in urban 
areas.  
The performance gap (Gap 3): This is the difference between the service quality 
received and that which is experienced. Monitoring and evaluation may indicate that 
the service quality experienced may be excellent and has implications for the 
benchmark of success or the service quality may be poor, requiring an intervention. 
The communication gap (Gap 4): This is the distinction between the service quality 
promised in terms of service charters or service agreements and that which the client 
experiences or perceives. This gap can be compounded by numerous factors which 
include the organisational capacity to deliver service quality, high labour turnover, as 
well as skill shortages. 
The expected service-perceived service gap (Gap5): The identification of this gap is 
based on how the client perceived the service performance. This implies that the 
service quality perceived by clients is inconsistent with that which is expected. The 
resultant effect of this gap can be both positive and negative. It can be positive, 
because experience and perception may exceed the clients’ expectation or negative 
where the perception of a service encounter does not meet the expectation held, and 
is further reinforced by such a medium as word of mouth communication 
(Parasurman, Zeithmal & Berry 1998:46). 
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3.3.4  The SERVQUAL instrument 
Parasurman et al (1990, 1991: 434) developed the related SERVQUAL 
methodology. This is a scale which identifies ten measurable dimensions to assess 
levels of satisfaction with service quality. Table 12 represents these dimensions. 
These dimensions are utilised to measure the perception of service quality and 
levels of client satisfaction service. These dimensions give meaning to the eight 
Batho Pele principles to establish measurability of service quality.  
Table 13: Dimensions of service quality 
Tangibles Physical appearance of facilities 
Reliability Ability to perform promised services dependently and 
accurately 
Responsiveness Willingness to help clients 
Competence Possession of required skills and knowledge to perform 
service 
Courtesy Politeness , consideration, respect 
Credibility Trustworthiness, believability, honesty 
Security Freedom from danger 
Access Approachability and ease of contact 
Communication Keeping customers informed  
Understanding 
the client 
Who is the client?  What are the specific needs? 
What motivated these needs? How would the client want 
these needs to be responded to? 
Source: Zeithmahl, Berry and Parasuraman (1990:21) 
These measures were reconstructed to yield five dimensions applicable to any 
organisation. The reconfiguration of the ten dimensions has led to the development 
of five broad determinants as illustrated in figure 10.  
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 Figure 10: Five dimensions of service quality. Source: Parasuraman Ziethaml & 
Berry (1990:21) 
 
3.4 FACTORS THAT INFLUENCE PERCEPTIONS OF SERVICE QUALITY  
Client satisfaction is largely influenced by perceptions held of service quality based 
on a number of determinants and mediums which include social mobility, levels of 
literacy and culture, hearsay and word of mouth communication, messages and 
critique conveyed via the mass media. Perception of service quality is therefore the 
subjective judgement of a service encounter. These characteristics are strong 
determinants of perceived positive or negative service quality where clients may 
have experienced or holds perceptions thereof that are learnt (Christensen & 
Lægreid 2003:3). Furthermore, expressed levels of satisfaction with service quality 
are periodic because the needs of clients are not static and the public service is 
subject to global reform measures that require improved effectiveness and efficiency 
in service provision. Lastly, assessment of service quality is conditional, defined by 
socio-economic mobility, socio-geographic and socio-cultural factors.  
The heterogeneity of clients of the public service is a defining factor in analysing and 
establishing levels of service quality. The value-laden nature of service quality 
extends to the socio-economic mobility of a client. The experience and perception of 
service quality and client satisfaction are influenced, inter alia, by the income 
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brackets of citizens and levels of literacy. Differential levels of socio-economic 
mobility amongst citizens require the public service to implement levels of innovation 
that will meet the needs of the diverse client. In addition, socio-demographic factors 
refer to the expectation of service quality by citizens in rural areas versus 
expectations of those in peri-urban and urban areas. In addition, socio-cultural 
factors influence the experience and perception a client holds of service quality. 
Perception of a service quality is also guided by cultural norms and values as well as 
by dominant regional nuances. The client may have an extremely positive 
experience during a service encounter where the service request is met in the 
spoken language of the client and the cultural traits that the client ascribes to are 
portrayed by the public officials.  
Hofstede and Hofstede (2005:5) refer to the national cultural construct that prevails 
in organisations and have defined a service encounter. They indicate that 
organisations adapt to their local environments and the norms that define these 
environments. They indicate that culture is:  
  … always a collective  phenomenon, because  it is at least partly shared with 
people who live or lived  within the social environment, which is where it is 
learned. Culture consists of the unwritten rules of the social game. It is the 
collective programming of the mind that distinguishes the members of one 
group of people from another (Hofstede & Hofstede, 2005:4). 
Dominant organisation culture exists within a particular organisational domain as 
defined by the corporate culture. However, particular regional or group cultural cues 
where overt group affiliation is displayed are exchanged consciously or sub-
consciously, or both, between officials and the clients during a service encounter. 
These cues will define the conceptualisation and assessment of service quality by 
the clients and inform their level of satisfaction they have with a service encounter 
(Hofstede & Hofstede, 2005:9)  
 The national cultures construct therefore gives recognition to dominant cultures as 
well as sub-cultures that define a service encounter fundamentally because the 
diverse cultural groups are likely to hold varying expectations of that which 
constitutes optimal and adequate service quality.   
Hofstede and Hofstede (2005:10) identified four cultural dimensions in terms of the 
national cultural construct. These dimensions include: 
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• the perceived power distance of personal status; 
• uncertainty and avoidance;  
• individualism and collectivism; and  
• masculinity versus femininity.   
The power-distance includes analysis of such issues as the relationship that the 
client has with the frontline official.  This relationship is defined by such issues as 
responsiveness and knowledge of a product and or service held by the client so as 
to clearly articulate a need and the manner in which the need must be met.  
Secondly  knowledge of entitlement  to a service and accompanying levels of service 
quality in relation to economic vulnerability. Clients will be more likely to tolerate poor 
service quality defined by levels of economic vulnerability and dependence on the 
service for an improved quality of life. The power–distance will resonate beyond the 
confines of an organisation in the political system in that clients will express their 
level of dissatisfaction during an election period or by disengagement from the 
political process when they believe that their needs are not being heeded.  
The power distance further resonates within the strata of hierarchy of an organisation 
in terms of the levels of authority to define or redefine levels of service quality 
expediently. Frontline staff who have first-hand knowledge of issues that require 
attention to enable desired as well as adequate levels of service quality may have  a 
marginal influence in directing the attention of senior managers where competing 
priorities demand attention (Hofstede & Hofstede, 2005:41). Furthermore, the gender 
of an official may have a defining effect on the assessment of client service, 
particularly where modesty caring is displayed. This will be particularly applicable in 
societies where a collective culture supersedes an individualistic culture. Female 
officials will implicitly be expected to show care and concern beyond the set norm for 
individual attention in a service encounter which will influence the level of satisfaction 
with service quality is assessed (Hofstede & Hofstede 2005:87). 
Levels of literacy have a defining effect on the expectation and perceived levels of 
service quality a client has. The client may not be able to articulate a service need 
clearly owing to low levels of literacy, which influence the output and outcome of a 
service encounter, and consequently the assessment of service quality. High levels 
89 
 
of literacy may lead to a critical assessment of available service quality which may 
have a positive impact on the management of service quality where officials aspire to 
a client relationship of organisational trust and integrity. Clients will act as monitoring 
agents in that their assessment of service quality will allow the bench-marking of 
those areas where clients experience heightened levels of client satisfaction and 
those that need corrective action. Positive feedback principally should have a 
positive effect, particularly on the morale of frontline staff in that they feel valued in 
the service chain. However, high levels of literacy, accompanied by socio-economic 
mobility, can exacerbate demands for change and innovation of service quality, 
particularly as an individualistic culture subsumes a collective culture where the 
public service in a developmental context may not be able to cope with the demands 
made. Equally low levels of literacy may lead to the acceptance of tardy service 
quality where clients are economically marginalised and dependent on a service for 
a quality of life. This renders the recipient voice-less and marginalised. The effects of 
differential socio-economic and socio-cultural aspects can lead to a responsive client 
where a client relationship is established or an alienated disempowered client, or 
both.   
A preconceived expectation of service quality or vague expectations have an imprint 
on the assessment of the service encounter and requisite service quality. Vague 
expectations held by clients of a service need have further implications for the 
assessment and redefinition of service quality because clients are unable to 
articulate their expectations clearly. The implication is not that the process approach 
to service delivery is tardy. Rather that the level of informed awareness held and or 
sought by the client is absent. Fundamentally, the client will be dissatisfied with the 
level of service quality. The corollary is that clients have implicit expectations of a 
service encounter: this implies that the officials are familiar with the requirements 
because they are accountable for service provision. Fundamentally, an official 
should know the reason for a visit to a particular office because there can be no 
other reason. For example, an official should know that a client requires a grant 
when visiting a SASSA office. Consequently, the service request should be met 
expediently. A service request can be met where there are implicit expectations, 
assuming the client is knowledgeable of the requirements. However, limited literacy 
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and knowledge of a process approach to a service encounter compound the 
assessment of levels of satisfaction (Grönroos, 2000:90).  
 
3.5 CONCLUSION 
The implementation and maintenance of service quality in the public service are  
fundamental to a client relationship with citizens that is built on trust. Clients will 
evaluate the output and outcome of a service encounter by indicating levels of 
satisfaction experienced. The ideal of a client-centred bureaucracy is that the client 
must be satisfied with the type of service provided as well as the manner in which 
the service is provided. Client satisfaction with service quality is fundamental to 
stable governance in that it demonstrates performance. 
The provision of services must be seen by the public as consistently reliable amid 
resource constraints and skills shortages. This chapter has expounded on the 
elements that lead to the definition and measurement of service quality as well as 
levels of client satisfaction. The ensuing chapter will refer to the research 
methodology engaged to establish the implementation as well as the measurement 
of levels of service quality at the SASSA.  
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CHAPTER 4 
 
RESEARCH METHODOLOGY 
 
4.1 INTRODUCTION 
The focus of this study is two-fold: The first is an assessment of the perceptions of 
officials held of the implementation of systems and strategies to meet service 
standards for service. The aim of these systems and strategies is to meet service 
quality that leads to client satisfaction with a service encounter. The second is an 
assessment of perception of the experience and expectation of service quality 
held by clients which informs the levels of client satisfaction held with output and 
outcome of a service encounter. The objective of this study was to investigate and 
analyse value-based interpretations of service quality in conjunction with objective 
empirical evidence from the business systems implemented and the process 
approach followed to attain and maintain quality. The development of service 
standards is a prerequisite to measuring and maintaining service quality.  
The relationship between public official and citizen is regulated by policies, 
statutes and work systems which determine the framework for service quality. The 
implication is that officials have a perception of service quality garnered from the 
implementation and monitoring process as well as the general organisational 
culture. This relationship is also influenced by various expectations communicated 
by the South African Social Security Agency and the government as a whole to 
citizens via the use of various mediums leading to the definition of expectations. 
Perception of these expectations may differ from the service quality experienced. 
The correlation between these variables identifies the service quality gap which 
may be either positive or negative.  
This chapter explores the design and methodological approach to understanding 
the conceptual relevance of service quality in the public service in terms of 
measurable perceptions of client satisfaction with a service encounter. The 
discussion will provide an overview of the design of the study which delimits the 
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development of a problem statement and the direction to be taken to address the 
objectives of the study. Secondly, an overview of the qualitative and quantitative 
methodological approach applied which led to research triangulation will be given. 
Reference to methodology applied will include clarification of the sampling process 
and sample population, data collection process and data analysis.  
4. 2 RESEARCH DESIGN AND FRAMEWORK 
The research design is the guiding map of the study (Kumar 1996:45). It is the 
development of an operational plan for the study which delimits strategies to 
address the research questions. According to Gray, Williamson, Karp and Dalpin 
(2007:34) the research design  
…is the overall process of using your imagination as well as strategy and 
tactics of science to guide the collection and analysis of data. 
It is the identification and application of research strategies and approaches that 
provides insight into the research problem and confirms and or refutes the 
hypothesis of the study (Kerlinger & Lee, 200:450). This plan specifies the 
processes to be undertaken to establish the cause and effect relationship. This 
relationship is explored via the methods of data collection and analysis employed.  
Figure 11 depicts the cause and effect relationship for this study. It identifies the 
independent as well as the dependent and extraneous variables.  
 
 
    
  
                            
 
 
 
 
   Figure 11: Cause and effect relationship. Source:Kumar (1996:72) 
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The independent variable is the entity that brings about change in a given setting. 
In this study the independent variable is the fluency of implementation of work 
systems and alignment with service delivery improvement plans as well as district 
operational plans. The dependent variable is the change realised. The extraneous 
variables are the environmental factors which are generally not measured but 
which have an impact on the independent variable (Kumar, 1996:51).  
 
4.2.1 The unit of study  
The unit of study is the South African Social Security Agency which was 
established in 2006 in accordance with the Social Security Agency Act No 9 of 
2004. The agency was created inter alia to: 
• provide uniform and standardized grant administration,  
• bring about improved and more efficient grant administration,  
• improve the human resource capacity in benefit administration,  
• minimise duplication and fraudulent activity, and   
• improve financial management (PSC 2012:14). 
The creation of the SASSA sought to amalgamate 14 different social security 
systems and to ensure greater efficiency (National Norms and Standards Policy 
2002). The SASSA national office provides policy direction and is responsible for 
building capacity to support the regional offices in each province. The regional 
offices provide an oversight, support and co-ordination function. The regional 
office has a customer-care branch to guide and direct the implementation of the 
national priority that aims at client-centred approach to service delivery. It is the 
function of this office to ensure the implementation and maintenance of consistent 
service delivery.  
The regional office is also responsible for provincial marketing and 
communication, the provision and maintenance of logistics and facilities, vendor 
management, internal control and investigation, and help desks. The call centre at 
national level ensures the partial centralisation of customer support as well as the 
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provision of social assistance remains customer-centric by monitoring 
requirements and trends (DSD National Norms and Standards February 2002).  
The function of the district offices is to ensure that service is guided as close to 
clients as possible particularly because the service focus is on provision of social 
assistance to vulnerable groups. The strategic focus is therefore on accessibility 
and flexibility in meeting service needs. The district office, with the district 
manager as the accounting officer, is responsible for grant administration in a 
given municipal area. The function of the district manager is to manage pay-points 
and customer services which include mobile as well as office-based teams 
responsible for the disbursement of social assistance. At district level, officials are 
responsible for the following: 
• the application, verification and  processing of benefit claims,  
• activities associated with appeals and redress,  
• the provision of front and back office services, and  
• financial administration, provisioning, stores, logistics and support staff 
(DSD National Norms and Standards February 2002).  
The SASSA has gone through various phases of development since its inception 
which includes the following:  
Phase 1: The preparation phase from 1 April 2005 to 31 March 2006 which 
involved the establishment of the SASSA head office as well as the initial 
preparatory work in the provinces. 
Phase 2: The consolidation phase which was from 1 April 2006 to 31 March 2007 
which included the consolidation of existing business and separating the function 
of grant administration from the provincial departments to create the SASSA. 
Phase 3: The standardisation process which started from 2007. The focus was on 
the introduction of standard operating procedures which has led to the introduction 
of a number of initiatives. 
Phase 4: The optimization phase from about 2008 and more pronounced from 
2010-2011 when a number of new programmes and systems were introduced 
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aimed at improving service delivery standards and a reduction in the levels of 
fraud committed in the payment of grants. This phase represents the culmination 
of the work that has been done in the first three phases (SASSA 2011: 12).   
This study narrowed its geographical focus to the Eastern Cape which has a 
population of 6,562 053 inhabitants (Stats SA Census 2012:18). The Eastern 
Cape has been declared as one of the poorest provinces in the country. In 2010 it 
was established that 43% of the population were in the dependency age groups of 
which 36% were in the 0-14 age group and 7% in the 65 and older group 
(Makiwane and Chimere-Dan, 2010:125). The increase levels of dependency on 
social assistance in the province hold implication for greater fluency in the 
business systems to ensure service quality as well as to minimise fraudulent 
activity. 
The province has seven municipal districts of which three were sampled. Figure 
12 presents the distribution of the different municipal districts as well as the 
population in the province. 
 
Figure.12: Population distribution in the Eastern Cape as at 2007.  
 
These districts include OR Tambo, Amathole and Nelson Mandela Bay. The OR 
Tambo district has had the largest proportion of the population of the province 
since 2007 at 1862214 or 28,5 per cent, Amathole at 1664 260 or 25,5 per cent, 
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and Nelson Mandela Bay at 1050927 or 16,1 per cent (Makiwane & Chimere-Dan 
2010:44). The selected municipal districts provide an urban and rural bias to the 
study with the Nelson Mandela Bay as the most urban centre. 
 
4.3 METHODOLOGICAL FRAMEWORK  
Research methodology is the operational framework which leads to data collection 
in order to give meaning to the research problem (Leedy, 1993:123). According to 
Henning, Van Rensburg and Smit (2004:36), the methodology applied within a 
study is the sum of the methods adopted. The implication is that various research 
approaches are adopted: however, each approach has distinct applicable 
methods, also referred to as research tools, utilised to understand the subject 
area. Henning et al (2004:36) state that: 
…Methodology refers to the coherent group of methods that complement 
one another and that have the “goodness of fit” to deliver data and findings 
that will reflect the research question and suit the research purpose. 
The methodological approach to this study was research triangulation with specific 
application of qualitative and quantitative tools.  
4.3.1. Qualitative research approach. 
The qualitative research approach adopted for the collection of data allowed for 
the exploration of service quality in conversations with officials. A qualitative 
approach gives credence to first-hand insight from individuals who are part of an 
identified community. Various qualitative methods include open-ended or semi-
structured interviews, observations, document analysis and correlations studies 
(Welman et al, 2005: 45).  
Qualitative data was gathered by engaging in scheduled semi-structured 
interviews conducted with various levels of management, at the SASSA regional 
office as well as the selected district offices. The chosen qualitative approach 
allowed descriptions, expression of views and lived realities in conversations. It 
enabled the interviewer to probe pertinent issues and the interviewees to expand 
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on that which they deemed relevant according to their perception of the 
implementation and maintenance of service quality (Bryman, 2008:366).  
These interviews were conducted to gain insight into the systems and process 
approach adopted to implement service delivery improvement plans as well 
monitor and evaluate service standards for service quality (Henning 2004:36). 
Managers hold levels of accountability in terms of the hierarchical stratification of 
the organisation. They are required to and are held accountable to steer the 
implementation of strategic objectives and maintenance of service quality.  
The interview schedule held six questions which were primarily related to 
perceptions of implementation and maintenance of functional service quality.  The 
interview schedule is attached as Annexure C. The recorded experience and 
individual perspectives were fundamental to contextualising the issues that 
concern provision of customer-care, support to district offices from the regional 
offices, change management strategies embarked as well as monitoring and 
evaluation of grant administration. The discussions allowed for the benchmarking 
of successes and heightened levels of client satisfaction as well as the issues that 
impede the maintenance of service within the Eastern Cape.  
4.3.2 Quantitative research approach 
A quantitative approach is grounded in positivism guided by empirical evidence 
which enables measurability of variables.  The various quantitative methods 
include experimentation in a controlled environment such as a laboratory, and 
quasi-experimentation, non-experimental research which typically involve field 
studies and surveys. In a non-experimental research approach there are often a 
number of variables that may influence each other or hold a mutually dependent 
relationship, or both (Welman, Kruger & Mitchel, 2009:95). A non-experimental 
approach at a single time involves three types of design, namely correlation, 
criterion and cross–sectional design. This approach enables the identification of 
the frequency distribution of response rates which is the statistical representation 
of the number of, for example, nominal cases which fall within a particular 
category such as the representation of the number of men in relation to women 
who responded to the questionnaire. Measurability of data also takes place by 
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comparison of numerical statistical variance and process of cross-tabulation 
(Leedy, 1993:275; Bryman, 2008: 145). 
Two structured questionnaires were administered to officials and clients to assess 
perceptions of client satisfaction with service quality. The questionnaire was 
developed using closed questions and a Likert-scale format, particularly to 
measure the scale of the impressions of service quality rendering (Nardi 2006:54). 
The formatting of the questionnaires was done in consultation with a language 
practitioner and one of the resident statisticians at the Nelson Mandela 
Metropolitan University. Consultation with the language practitioner was to 
minimise any language ambiguity in the questions in order to ensure that reliable 
data is obtained from respondents. 
4.3.2.1 Questionnaire to public officials 
The aim of the questionnaire to public officials was to ascertain their perception of 
levels of service quality maintained from an internal perspective. The 
questionnaire is attached as Annexure D. The assessment of perception was 
chiefly to determine whether the officials believe that they aspire to and maintain a 
client-centred approach to meeting the needs of the citizens and secondly, 
whether the various business system and process approaches are aligned to meet 
service quality and levels of client satisfaction. The questionnaire contained three 
sections, which are the following:  
Section A is concerned mainly with biographical information which includes 
aspects such as gender, nature of employment, length of service, transfers 
between departments and qualifications.  
Section B is closed-ended questions enquiring about the development of service 
standards and service delivery.  
Section C is in the Likert-scale format and poses statements that are evaluative 
and concerned with the interpretation of the maintenance quality in respect of 
service-delivery standards The respondents were required to indicate their 
responses based on a rating scale from 1-5 and the evaluative categories were 
included ‘strongly agree’ to ‘strongly disagree’. 
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4.3.2.2 Questionnaire to citizens 
The second questionnaire was addressed to citizens to establish their perception 
of service quality expected and experienced. The questionnaire is attached as 
Annexure E. This questionnaire contained the following three sections: 
Section A is concerned with biographical information such gender, age, type of 
service required, and the nature of visits to the SASSA offices. 
Section B consists of closed-ended questions and is concerned with the 
impressions of service quality. 
Section C is in the Likert-scale format. This section poses statements that enquire 
about the level of service quality experienced, especially responsiveness, 
timeliness, accuracy, availability of information and accessibility to the offices. The 
respondents were required to indicate their responses based on a rating scale 
from 1-5. The evaluative categories include ‘strongly agree’ to ‘strongly disagree’.  
 
4.3.3  Research triangulation 
This study engaged in research triangulation to establish a relationship between 
the data collected from the three different sample groups. Research triangulation 
involves the synthesis of data collected from both the qualitative approach as well 
as the quantitative approach (Porta & Keating, 2008:34). Triangulation allows 
different methods to complement each other and the identification of the point at 
which the data converges to represent a specific reality (Jack & Raturi, 2006:345). 
There are a number of approaches to triangulation which include the following:  
• Data triangulation which is the application of multiple quantitative 
techniques to collect and analyse data of a particular phenomenon. This 
approach involves time, space and people; 
• Investigator triangulation which is the investigation of a particular 
phenomenon by multiple researchers;   
• Multiple triangulations which are based on the application of multiple 
observations, different theories and methodologies; and 
• Theory triangulation which is the application of more than one theoretical 
framework in the interpretation of a particular phenomenon (Jack & Raturi, 
2006:345; Leedy, 1993:75). 
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 This study applied a multiple triangulation approach: Firstly, the theoretical 
approach is multi-disciplinary in that the principles of public service delivery is 
explored in terms of the foundations of public administration and management 
while the foundations of service quality is  founded in service management and 
consumer behaviour. Furthermore, perception of service quality is investigated 
from three different samples groups as well as three different geographic locations 
with distinct socio-economic characteristics. Triangulation allowed the 
investigation of the perception of senior officials who guide the strategic direction 
for service quality in relation that held by officials who are the implementing 
agents. It further allowed the correlation of perceptions of experience and 
expectation of service encounters held by clients. 
4.4  SAMPLE  
This study had three distinct sample groups. Table 13 provides an overview of the 
different sample groups and the sample type.  
Table 14: Sample type 
Groups  Sample 
groups 
Sample type  Research approach 
Group 1  Managers, General, senior, district, 
area, assistant managers 
 
Qualitative 
Group 2 officials team leaders, senior grant 
administration officials, 
interns who are on 
learnerships 
 
 
Quantitative 
Group 3 Clients 
  
A sample group of managers and officials was drawn from the regional office in 
East London. This sample group excluded district managers. The three sample 
groups included managers, officials and clients drawn from the Nelson Mandela 
Bay Metropolitan district office and service points; the Amathole district office and 
101 
 
service point; the Stutterheim area office (Amathlathi); the OR Tambo district office 
and service point in Umtata, as well as the Lusikiski area office.  
A total of 19 interviews were conducted in the three districts of which 17 gave 
consent to record the discussions and two declined. The interviewees were mainly 
drawn from the customer-care and operations management branches. Individual 
interviews lasted for 40 minutes on average. They were conducted over a period 
of ten months from October 2011 to September 2012, as the study progressed 
from one district to the next, depending on the availability of officials. 
The sample population in the quantitative approach to the study included officials 
as well as clients. A simple random approach was adopted in sampling of 
participants. Questionnaires were rolled out over a two to three day period whilst 
the researcher was in the district or at the offices. Officials present on the days 
that the questionnaires were rolled out all had an equal opportunity to participate 
in the study (Bryman, 2008:171). The beneficiary maintenance officials included 
attesting officers, verification officers, approval officers and team leaders. In 
addition team leaders and officials who were part of the mobile unit team. The 
team leaders were responsible for monitoring and quality assurance. These 
officials were directly involved with the business system of the SASSA to ensure 
that grant applications are processed and that the specified quality assurance 
functions are met.  
The projected sample that was to be distributed to citizens at service sites was 
385. The sample size required in a study depends on a number of factors. One 
such factor is the degree of accuracy with which the researcher wants to present 
empirical results. In these cases one or more key variables should be identified 
that are important for the study, as well as three parameters, namely: 
1. the accuracy of the estimates required,  
2. the level of confidence the researcher wants to have when  reporting 
the  results to the specified accuracy, and  
3. the sampling variation in the key variables. 
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In this study the key variables are categorical by nature and important estimates 
are therefore in the form of proportions. The three parameters that are specified by 
the researcher are as follows: 
1. The required accuracy is set at 5 per cent - this means that the 
difference between the estimated proportion and the true (population) 
proportion will not differ by more than 0.05 or 5 per cent. 
2. The level of confidence is set at 95 per cent - this means that the 
researcher will be 95 per cent certain that the estimates will reach the 
accuracy of 5 per cent. 
3. The variability in the key variable(s) is not known. However, the formula 
for the sampling variation of a proportion is , where p is the 
sample proportion, and since this factor is in the numerator of the 
formula for the sample size, a conservative decision will be when p=0.5, 
since this will result in a bigger sample size than any other value for p. 
Consequently it has been decided to use p=0.5 in the calculation of the 
sample size. 
The formula for determining the required sample size is: 
 
where h is the required accuracy and  is the value of a standard normal 
variable. 
Using the parameter values that the researcher has specified in this formula gives 
the following: 
 
=384.2 
This value is rounded up to the nearest integer, yielding a sample size of 385. 
Replacing the 316 and calculating the corresponding accuracy the new accuracy 
of representivity is calculated at 5.5 per cent. 
 
4.4.1 Qualitative data collection  
The selection of participants was by snowball sampling. A snowball sampling 
approach implies that the researcher made initial contact with the district manager 
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and was then guided to other officials that had relevance to the study in terms of 
grant administration (Brynam, 2008:185). The advantages of interviews are the 
following:   
• They are more appropriate for insight into complex situations; 
• They are useful for collecting in-depth information; 
• Information can be supplemented from that which is observed or derived 
from secondary information; 
• Questions can be explained; and 
• Interviewing has a wider application in that it can be applied to various 
sample groups. 
However, interviews also have particular disadvantages: 
• They are time-consuming and expensive; 
• The quality of the information depends on the interaction; 
• The quality of the data depends on the skills and experience of the 
interviewer; and 
• The researcher may introduce personal bias in framing the questions and 
interpretation of responses. 
4.4.2 Field worker involvement 
The researcher trained and was assisted by two field-workers to collect data. The 
field workers were provided with a general overview of the project, and they were 
briefed about their approach to citizens, issues of voluntary participation, accurate 
recording of data and general conduct while within the offices of the SASSA. The 
researcher and field-workers administered questionnaires to clients at each office 
and service point with the exception of the regional office. Each field worker was 
required to sign a declaration indicating that he or she assisted a client in 
completing a questionnaire and recording responses as accurately as possible.  
Field workers recorded the district office and /or service point at which data was 
collected and also completed a check list for every district office and service point 
office visited. The field-worker check list is attached as Annexure F. The check list 
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required field workers to indicate whether they observed the availability of such 
aspects as a customer care charter displayed on the walls of the office, the 
availability of ramps for the disabled, the availability of signage and a floor 
attendant guiding clients to the correct service stations. 
4.4.3. Pilot Study: clients 
A pilot study was conducted to establish the validity of the questionnaire to clients. 
Piloting is the process of pre-testing the questionnaire (Brynam, 2008:145). The 
rationale was firstly, to justify the questions in relation to the problem statement 
and secondly, to guarantee the accuracy of the data collected, that is the statistical 
evidence (Kumar, 1999:138). The researcher and field workers embarked on a 
pilot study over a period of two days from 15 to16 May 2012 to ascertain the 
appropriateness and relevance of the questions developed. The questionnaire 
was modified to ensure the validity and reliability of data collected.  
Piloting held a number of advantages for the researcher and field-workers in that it 
provided a first-hand understanding of the dynamics at service stations as well as 
an indication of which days are most suitable to roll out the questionnaires. The 
researcher learnt from managers and team-leaders that clients converge en 
masse on service points and offices on particular days and mostly during the 
morning. Many of the participants visited the offices during the morning as the 
majority were dependent on public transport.  
The questionnaires targeted at clients were completed by the field-workers. 
Participants were screened to determine whether they were first time or repeat 
visitors or accompanying an individual to the SASSA.  
4.5 DATA PROCESSING AND ANALYSIS 
The process of data analysis allows for an informed judgement of data gathered to 
construct theory or, as applicable to this study, a model for improved service 
quality. Each approach assumes a particular process relevant to the methods 
applied (Welman et al 2009:211). Qualitative data analysis is primarily an 
analytical inductive reasoning process of organising the data into categories and 
identifying patterns or relationships between the identified recurring categories. 
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This is a process whereby the interview seeks universal explanations for a 
phenomenon (Bryman, 2008:533). The processing of quantitative data and 
analysis, on the other hand, takes the form of statistical analysis that seeks the 
presentation of statistical evidence and correlation between identified themes. 
4.5.1. Data coding: Qualitative analysis 
The data analysis process involved the transcription of the interviews in electronic 
format. Then the researcher utilised a statistical package called NVIVO 10.  The 
interviews were imported onto the system and a process of open-coding began. 
This is a process that provides an overall impression of the content and leads to 
the development of initial codes. Coding is a process of content analysis that 
allows the categorising of recurring information into nodes. These are labels that 
represent a particular opinion. The identification of nodes leads to the 
development of specific themes. Developing codes allows for an analysis of 
linkage between the various themes (Henning et al 2004:107; Bryman, 2008:565). 
The process of refining nodes led to some categories being retained as themes.  
4.5.2 Quantitative data analysis 
Quantitative data can arise form a single or multiple groups of participants in a 
study or both. Data can be classified into nominal and ordinal categories. Nominal 
data is the measurement assigned to such variables as age and gender while 
ordinal measurement is ranking and the application of a differential scale for 
particular variables. An example of ordinal measurement is the chronological 
categorisation of the distribution of the various age groups sampled (Welman et al 
2008:45). The data analysis in this study was processed using the statistical 
package, Statistica 10. The questions were numerically coded for analysis. In 
addition, various themes were pre-determined for assessment of responses. 
These themes are aligned to the SERVQUAL methodology and Batho Pele 
themes. The quantitative themes hold direct correlation with the themes derived 
from the coding process of the qualitative data. The themes include accessibility, 
information, knowledge and competence, courtesy, timeliness, redress and the 
availability of facilities.  
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The processing of data analysis included the development of frequency tables 
which present the number of participants and the percentage response rates for a 
particular category. The analysis also included correlations and cross-tabulations 
between variables. Bivariate analysis is the correlation between two variables. For 
example, cross-tabulation was done to establish the percentages variance and 
correlation between clients visiting the offices with the correct information and 
particulars and the progress made with a pending application. The relevance of 
statistical measurement is that it allows for the identification of relationships 
between variables that show the intensity and magnitude of related factors. 
Correlations are the statistical descriptions of relationships between variables. 
They can also be said to be the statistical conclusions (Leedy, 1993:274). Data 
analysis also involves multivariate analysis which is a process of cross-tabulation 
of three or more variables to establish a link. This study mainly applied bivariate 
analysis. 
4.5.3 Biographical information: Officials 
This section presents the gender and age distribution as well as length of service 
and educational status of officials. In addition the type of training received to 
enable efficiency in grant administration will be presented  
Table 15 indicates the percentage response rates per district as well as the 
percentage number of respondents from the regional office of the total sample. 
Table 15 Distribution of respondents by district 
 
 
The total sample was 167 however table 12 indicates a variance of 11 
respondents who did not indicate their location. 
 District Frequency Percentage 
 
NMB 34 21.79 
Amathole 39 25.00 
OR Tambo 43 27.56 
Regional 40 25.64 
Totals 156 100 
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4.5.3.2 Gender 
Figure 13 shows that 64% of the officials who participated in the study were 
female in comparison to 36% male.  
Male, 36%
Female, 64%
 
Figure 13: No of officials who participated in the study 
 
4.5.3.3 Previously employed by the departments of Welfare and Social 
developments. 
Figure 14 indicates that 65% of the respondents sampled were previously 
employed by the department of Welfare which subsequently after a process of 
restructuring became the Department of Social development.  
No, 35%
Yes, 65%
 
Figure 14: Previously employed by the department of Social Development 
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A number of the officials on account of the length of continuous employment with 
the previous department hold extensive experience in the process of grant 
administration. This experience should translate to levels of efficiency where 
training and retaining has been provided as new systems have been implemented. 
These officials have had to adapt with the process of restructuring to new 
electronic systems implemented inter alia the Management information system 
(MIS).Furthermore, these officials should also hold an understanding for the Batho 
Pele principles and be able to demonstrate these principles in their daily  
 
4.5.3 4 Educational status and age of officials 
Table 15 indicates that a sum total of 50% of the respondents hold some form of 
tertiary qualification in comparison to 43.29% who hold matriculation certificates. 
6.71% of the respondents indicated that they held other types of qualification 
which included certificates in Social security management.  
 
 
Table 16 Distribution of the sample by educational status 
Qualification 
 
Frequency 
 
Percentage 
 
Matric 71 43.29 
College 38 23.17 
Diploma/B Tech 28 17.07 
B Degree 16 9.76 
Other 11 6.71 
 
Totals 164 100 
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 Table 17 indicates that the age groups 40-49 years and 50-59 years hold 
matriculation status only.  
 
Table 17: Distribution of the sample by age and education 
Years Matric College Diploma/BTech B Degree Other 
 
Totals 
20-29  23.08% 15.38% 23.08% 23.08% 15.38% 
13 
30-39  36.36% 32.47% 15.58% 10.39% 5.19% 
77 
40-49  51.02% 18.37% 16.33% 8.16% 6.12% 
49 
50-59  59.09% 9.09%2 18.18% 4.55% 9.09% 
22 
Totals 69 38 27 16 11 
161 
   
 
Table 18 indicates a correlation between officials employed by the previous 
department of Welfare and social development in relation to their educational 
status. The table shows that 48.04% of the employees who worked for the 
previous departments hold matriculation only.  
 
  Table 18: Distribution of the sample by education and previous employment 
Matric 
 
College 
 
Diploma/B Tech 
 
B Degree 
 
Other 
 
Totals 
 
48.04% 25.49% 11.76% 8.82% 5.88% 102 
33.93% 19.64% 25.00% 12.50% 8.93% 56 
 
68 37 26 16 11 158 
 
Employees either migrated voluntary or were deployed to SASSA from the DSD. 
Many of these employees did not have the requisite skills however were to be 
provided the necessary training to meet the standards for disbursement of grants. 
A number of officials based on the number years of experience assumed 
supervisor positions at team leader level positions (Parliamentary minutes March 
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2010). The implication for the SASSA is that training of its officials in various fields 
is prudent. Training is critical in aspects of supervisory and leadership to 
complement the experience gained so as to impact the organisational culture 
positively and to enhance efficiency. 
4.5.3.5  Training received by officials 
Officials indicated that they had received training in the 18 months preceding the 
study. Figure 15 shows that 48% of the respondents indicated that they had 
received training in the 3 step service model,  
 
Figure 15 Training received by officials  
 
 
Figure 15 further indicates 33% and 32% respectively indicated that they received 
training in administering social assistance in terms of SOCPEN and Management 
information systems (MIS). SOCPEN is the Social Grant Payment System, used to 
support the processing and payment of Social Grants. However, some officials 
had only received training in the introductory module of SOCPEN and did not feel 
fully competent in processing grant applications accurately. 
A respondent indicated “More training in all modules of SOCPEN as I am suffering 
in capturing files and I am having module one only” 
0
10
20
30
40
50
60
Service model IGAP Mobile outreach MIS Socpen
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Figure 13 indicates that 16% of the officials received training in IGAP which is the 
Improved Grant Application system. This is an electronic system aimed at greater 
efficiency in grant administration based on the availability of information from 
integrated systems. The training that officials received since 2010 -2011 has been 
in relation to the introduction of the new service delivery model. The training took 
the form of in-house workshops to familiarise officials with the new service delivery 
model. In addition training was provided in respect of the new outreach 
programmes to commence implementation.  
 
4.5.4 Biographical Information: Clients 
The respondents were from three districts. Table 18 gives an indication of the total 
number of respondents sampled within the selected districts. 
The findings presented will analyse the percentage response rate from the 
different gender, age groups and the disabled.   
Table 19:  No of respondents per district 
District Frequency 
Nelson Mandela Bay  154 
OR Tambo 70 
Amathole District  93 
Total  317 
 
 
 
4.5.4 1 Gender and age  
Figure 16 indicates that 79% of the respondents were women in relations to 21 % 
male. The significance of the gender distribution is important in terms of the 
availability of particular facilities at service sites.  
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Male, 21%
Female, 79%
 
Figure 16 Gender distribution of clients 
 
The correlation between gender and age group reveals that 89% of the 
respondents were women in the age group 18 to 24 years and 87,32 % in the age 
group 45-54 years. 
In some of the districts basic facilities such as running water and adequate toilet 
facilities were not available at service points, at the time of collecting data and had 
not been available for a month and more in some instance at some offices. The 
provision of inadequate basic facilities impacted on women and children as will be 
noted that 31% of the respondents visited the offices for information on the care 
dependency grant and 22 % for child support. The availability of basic facilities has 
been identified as a particular concern in the SASSA situational analysis and has 
been earmarked as a key area for improvement in the upgrade of offices 
(Parliamentary minutes August 2011).   
 
4.5.4.2  Disabled clients  
Figure 17 indicates that 27% of the respondents who accessed the service points 
were disabled.  
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Yes, 27%
No, 73%
 
  Figure17: Distribution of disabled clients 
 
The significance is that some of the office visited did not have facilities that cater 
for the needs of the disabled and older persons such as access ramps and or 
elevators where clients had to move from one floor to the next for service. One 
service point visited was the least accessible to the disabled and aged. Offices 
where the verification process occurred were only accessible via a flight of stairs.  
 
4.6  ETHICAL CONSIDERATIONS 
All ethical considerations were respected in the research management process to 
maintain personal and academic integrity. Relevant sources in the form of books, 
journals, applicable legislation and reports were analysed and interpreted with 
academic integrity. Secondary sources such as parliamentary portfolio committee 
minutes were obtained from the Parliamentary Monitoring Group (PMG) to which 
the researcher subscribes. The PMG compiles electronic minutes of committee 
meetings and makes them available to subscribers. In addition, strategic planning 
documents and annual reports from the SASSA were perused and analysed in the 
study. 
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Permission was granted from the SASSA national office to conduct the study in 
consultation with the Eastern Cape regional office. Ethics clearance and 
permission to conduct the study were also granted by the Faculty Research and 
Innovation Committee of the Faculty of Arts Nelson Mandela Metropolitan 
University. Annexure G. The ethics clearance letter from SASSA to conduct 
scheduled interviews with public officials in managerial and supervisory positions 
at the regional office and selected district offices is attached as Annexure H.  
 
Clearance was further sought from district managers at field stations visited to 
engage with officials and clients. Participation in the interview was voluntary and 
participants could withdraw at any time. The interviews were accompanied by an 
introductory letter stating the rationale and purpose of the research as well as 
introducing the researcher. Annexure I. This information was also relayed verbally 
and each participant obtained a copy. The interviewees were also presented with 
a consent form to indicate their willingness to participate in the study as well as to 
give permission to record the discussion. Annexure J Participants who gave their 
consent to participate had the right to expect that the data they supplied in the 
research would remain private. The researcher complied with the requirements of 
anonymity and confidentiality. The researcher did not seek information of a 
personal nature or that which could compromise public officials. The focus was on 
the implementation of business systems and conformity to quality measures. 
Secondly, the perception of service quality held by clients and officials.  
Two participants in the qualitative sample group objected to conversations being 
recorded however discussions were recorded manually. Participation was 
voluntary and participants could withdraw from the study at any time. Quantitative 
questionnaires were accompanied by explanatory notes about the nature of the 
study, as well as consent forms seeking permission from participants to engage in 
the study.  
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4.6.1. Validity and reliability  
The aim of research is to provide descriptions of the phenomenon that is being 
studied. A qualitative approach from an interpretive perspective allows the 
interviewee to reflect on his or her own environment and the researcher to 
synthesize the various perspectives that participants have of their own reality. It is 
therefore of crucial importance that such aspects as accuracy in determination and 
directing questions to an interviewee are defined. Secondly, it is important that 
levels of objectivity in administering the questions are maintained, as well as in 
analysing data to establish accuracy and trustworthiness of the data in order to 
derive conclusions. Fundamentally, the reliability and validity of the study embody 
the objectivity and credibility of the data collected and analysed. The reliability and 
validity of data gathered via interviews were established in this study in that a 
snowball sample approach was applied to a cross-section of managers. The 
recurring nodes in the coding process established the authenticity of issues raised 
(Bryman, 2008:377).  
Establishing validity in a study is the process of determining whether the 
instrument designed is measuring the intended variables. It is the process of 
determining that the instrument as well as the analysis of data limits random error. 
The researcher applied both face and content validity in this study by linking the 
questions to the problem statement. In the data analysis process predictive and 
concurrent validity are applied. Predictive validity is the determination of a 
research outcome and or recommendations. The process of predictive validation 
is assisted by comments recorded from in the interaction with both officials and 
clients. Both groups held defined expectations for improved service quality that 
influence their perception of satisfaction of a service encounter.  
Concurrent validation is established in the application of research triangulation 
whereby the assessment of data via the different methodologies applied leads to 
the convergence of variables (Kumar, 1998:139). Concurrent validity can be linked 
to external validity which concerns the generalisation of conclusions derived to the 
broader population or community studied, or both, and not merely to the sample 
groups studied.  
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Internal reliability was established with the application of Cronbach alpha tests 
applied to data collected from lickert statement. This test allows the assessment of 
multi-item statements. For example three statements in the questionnaire set out 
to measure knowledge and competence of officials. The crucial importance in 
applying this test is the level of coherence and relationship between the variables 
measured. The application of Cronbach alph test allowed the research to 
statistically calculate correlation between variables. If respondents scored high on 
variable the implication is that the related variable would also show a high score. It 
is accepted that a figure of 0.80 shows an acceptable level of satisfaction. The 
Cronbach alpha test were applied in the study showed acceptable levels of 
satisfaction and or conclusive results as will be noted were applied (Bryman 2008: 
1515).   
 
4.6.2 Anonymity 
Data was recorded anonymously as this was of great concern to the officials in the 
collection of qualitative data. The collection of quantitative data was also recorded 
anonymously.  
 
4.7  CONCLUSION 
This chapter has discussed the research design and methodological approach 
followed in this study. It has also provided insight into the unit of analysis. The 
following chapter will present the analysis of quantitative as well as qualitative data 
collected from the various sample groups. 
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CHAPTER 5 
RESULTS AND DISCUSSION 
 
5.1  INTRODUCTION 
The White paper on Transforming Public Service Delivery 1997 (‘People First’ Batho 
Pele Policy) and various other government strategies are prescriptive in their 
requirement for a client-centred approach to service delivery. Many departments and 
agencies have consequently adopted strategic priorities aimed at a client-centred 
approach to service delivery by defining measurable norms and standards. The 
insistence on measurable norms and standards is to ascertain the level of 
performance in meeting service delivery. Measurable performance is aligned with the 
National Outcomes Approach (2009-2014) to governance. It is further also aligned to 
public sector reform principles. This study investigated methods implemented by the 
SASSA in respect of legislation and policies to bring about service quality in grant 
administration. The SASSA Customer Care Charter adopted sets of expectations for 
service quality in grant administration. This chapter will present and analyse the 
findings collected from three sample groups to establish a relationship with the 
problem statement. The principal focus has been on defining aspects such as levels of 
service quality that clients are entitled to and promised in policies, regulations and the 
Customer Care Charter. Furthermore, the assessment of the type of service quality 
the client wants and or expects and the manner in which the client receives it.  
According to Gronröos (1984:36) service quality should not be applied as a variable 
but rather as a function of a range of resources. The study identified various functional 
measures that have been implemented to meet service quality. The output from a 
service encounter in relation to functional procedures and systems defines the 
perceived service quality experienced by a client. The outcome of a service encounter 
where service quality principles and procedures have been adopted should lead to 
levels of client satisfaction. Service quality in this study is therefore value-laden based 
on perception.  
The assessment of perceived service quality was in respect of the eight Batho Pele 
principles and the SERVQUAL dimensions. The fundamental importance of this study 
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is that SERVQUAL is chiefly aimed at understanding the perceptions of service quality 
based on the experience and expectations that clients hold from a service encounter. 
The SERVQUAL statements were adapted to incorporate elements to assess 
perceptions of the implementation of functional quality by officials. The study therefore 
measured the perceptions of the internal and external clients.   
Quantitative analysis in respect of close-ended questions and the likert-style 
statements will be presented within pre-determined themes. These themes were 
defined in terms of the eight Batho Pele principles. The findings will be presented in 
pie charts, histograms and bar-charts. 
Analysis of close-ended and likert-style data will draw on qualitative statements where 
applicable as well as additional comments made by clients and officials in terms of 
reports completed by field workers. Furthermore, qualitative analysis in respect of the 
recurring themes identified from interviews will provide insight into the perceptions of 
management of the implementation and maintenance of internal service quality. This 
study is multidisciplinary therefore research triangulation will be applied in the thematic 
analysis of the findings. Finally, a critical discussion will be embarked on in terms of 
the findings to link the applicability and relevance of service quality to the 
implementation of the principles of public sector reform measures. This discussion will 
also analyse the level of compliance with the Batho pele principles. 
 
5.2  PERCEPTIONS OF SERVICE QUALITY HELD BY CLIENTS  
The perception of service quality held by clients was assessed in respect of the 
efficiency and effectiveness with which a service request was met by the business 
system of the SASSA. Furthermore, close-ended questions assessed the experience 
and expectations of clients for improved service quality.  
The questionnaires enquired about the type of service the clients visited the SASSA 
offices for, as well as the number of times clients visited the offices for the same 
service. Furthermore, the knowledge of the business hours of offices visited as well 
as, an indication of the availability of an official to direct clients as they entered the 
service offices and or in the waiting area to a service counter to minimise waiting time 
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and over-crowding. The questionnaire also enquired about the accessibility of offices 
to clients which is one of the Batho Pele principles. 
The findings will be presented and analysed in terms of pre-determined themes that 
take into account the Batho Pele principles and relate to the SERVQUAL dimensions. 
The themes include: 
Access: The availability of ramps at offices, telephonic, enquiries, the reason and 
distance travelled to the office by clients.  
Information: The availability of application forms, knowledge of business hours, the 
availability of a floor attendant and a help desk. 
Redress: The ability to lodge a complaint and appeal a decision as well as knowledge 
of the complaints and appeal procedure. 
Timeliness: The waiting time for service and levels of efficiency experienced. 
Knowledge and competence. The display by officials of knowledge of systems and 
procedures in a service encounter as well as efficiency in service delivery. 
Security: The level of safety and security felt by clients when they access service 
points. 
Facilities: The level of cleanliness that clients were met with at service offices and 
points, as well as the availability of adequate basic facilities in terms of that aims to 
uphold human dignity.  
Courtesy: The display by officials of professionalism, friendliness and helpfulness. 
The advantage of engaging in assessment of service quality is the identification of 
service quality gaps where corrective action is needed to maintain levels of client 
satisfaction as well as service excellence in service delivery. Identification of service 
delivery gaps and taking corrective action is the process of managing service quality 
by aligning the expectations and perceptions of management, employees and clients. 
Parasurman, Ziethaml and Berry (1988:46) identified 5 service quality gaps in respect 
of the Gap Analysis model that can exist in respect of the provision of service quality. 
These gaps include client expectation versus management perception also referred to 
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as the understanding gap. This gap relates to the development of service standards in 
relation to the expectations held by clients. This gap is caused by inadequate research 
into the needs of clients. Secondly, the service quality standards gap which is also 
referred to as the design gap. A design gap is caused by inadequate commitment to 
service quality, inappropriate goal setting and or managerial expertise in managing 
service quality in terms of the functional processes to meet service requests. Thirdly, 
the performance gap also referred to as the delivery gap which stems from a shortage 
of resources or functional tools to meet service request. The gap further arises from 
low staff motivation levels and commitment to organisational protocols as well as 
inadequate training in strategic areas and monitoring of service quality.  
Fourthly, the communication gap, which is the engagement with external stakeholders 
which include prospective and existing clients and in this study the level of internal 
communication with officials to meet service quality as the focus was on SASSA 
Eastern Cape regional office - accountable to the national office. Lastly, the expected 
service perceived gap. This Gap relates to the client perception developed and level of 
level of satisfaction derived from a service encounter. The perception derived will be in 
relation to expectations informed by knowledge of service standards, in terms of 
stipulations in the Customer Care Charter, legal entitlement and or word of mount 
communication. The Gap Analysis model has been extensively applied in the private 
sector and has been applied more widely in the public service a results orientated 
focus aligned to public sector reform principles (Rowley, 1998: 333; Wisneiwski & 
Donnelly, 1998: 365).  
The lickert-style statements to assess the perceptions held by clients will thereafter be 
collated in terms of the five broad service quality dimensions identified by Parasurman, 
Zeithaml and Berry in terms of the SERVQUAL methodology (1985, 1990). These 
dimensions are tangibility, reliability, responsiveness, assurance, and empathy. The 
findings from the Likert-style statements that relate to these dimensions will be 
collated to determine their cumulative mean score. A 5 point assessment scale was 
utilised  where 1 was strongly agree and  5 was strongly disagree.  
The intention is to rank the five dimensions in relation to their mean scores for 
managerial corrective action. The ranking of the dimensions points to the areas that 
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require critical intervention to meet service quality standards defined. The relevance of 
identifying these dimensions is that the areas identified for corrective action will be 
based on the assessment of the perceptions of both the clients and the officials. The 
clients and the officials therefore jointly set the expectation for service quality in grant 
administration.  
 
5.2.1 Access 
One of the Batho Pele principles that defines a service encounter is the accessibility of 
service to clients. This study assessed functional accessibility. The provision of social 
services is aimed at vulnerable groups. Therefore it is critical that physical accessibility 
of services is within close proximity of these groups. Furthermore, that resource 
accessibility is user-friendly, efficient and comprehensible. The level of access that 
informs satisfaction with service quality in this study was assessed in terms of the 
following areas: 
 
• Reason for visiting the office; 
• Accessibility to nearest office;. 
• Frequency of visits to the office for the same service;. 
• Telephonic enquiries, and  
• The availability of facilities for the disabled 
 
5.2.1.1   Reason for visiting the offices  
The SASSA provides a multitude of social assistance services. Figure 18 indicates 
that 31% and 22% of the respondents visited the SASSA offices for information and to 
apply for care-dependency and for child support grants respectively. A further 24% of 
the respondents visited the offices for information for war veterans grants. 
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    Figure 18: Distribution of the reasons for visiting SASSA offices 
 
It is interesting to note that only 5% the respondents visited the offices for old age 
pension grants.  
 
Table 20 presents information on the gender distribution of clients and the reason for 
the visit to the office. 
Table 20: Gender distribution of clients and reason for visit to office 
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Male  10.77% 
 
12.31% 4.62% 12.31% 52.31% 7.69% 65 
Female  
 
25.21% 7.85% 4.55% 35.54% 16.53% 10.33
% 
242 
Total 68 27 14 94 74 30 307 
 
 
Table 20 indicates a relationship between gender and the different grants sought. 36% 
of the female respondents visited the offices for care-dependency grants and 25% for 
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child support grants. 52% male respondents visited the office for information on war 
veterans grant. The report on the social profile of South Africa 2002-2011 (STATS SA, 
2011) that children in South Africa are more likely to live with their mothers than their 
fathers. Furthermore, that only 21.6 % of children lived with both parents in the 
Eastern Cape. In addition, 37,5% of all households are headed by females and the 
percentage appears to increase with age. The relationship of the findings of this study 
and the social profile of South Africa is evidenced by the higher percentage females 
who visit of SASSA for care dependency and child support grants (STATS SA, 
2011:36).   
 
5.2.1.2 Accessibility to nearest office 
The SASSA rolled out mobile services also referred to by officials as counter-services 
in terms of the Integrated Community Registration Programme (ICROP). The aim of 
this programme is to increase access to social grants by providing services to clients 
within major residential areas or within close proximity thereof. The SASSA norm for 
accessibility is that a fixed office must be within a 40km radius of major residential 
areas and mobile pay-points within a 20km radius assisted by a help desk, telephone 
and IT facilities. 
The rationale for providing social service in close proximity to clients is that citizens 
who access social assistance stem from vulnerable groups. These groups are both 
economically as well as may be physically challenged or sometimes even mentally. 
The intention is further  to reduce the number of clients traveling to service and district 
offices to minimise overcrowding experienced at these offices and improve client-
relations at local offices and pay-points 
The mobile units are to be accompanied by officials who can process and approve 
grant applications, this includes a verification and approval officers who are also 
responsible for quality assurance, a medical doctor and a customer-care officer for 
enquiries (ICROP Brochure 2012).  
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Liv e in area, 30%
Transported, 12%
Taxi, 59%
 
 Figure19: Distribution of accessibility to nearest office 
 
In Figure 19 it can be noted that 59% of the respondents took public transport to the 
offices sampled. These offices sampled included service points attached to two district 
offices and two area offices.  
Respondents confirmed that they have service offices in their areas of residence and 
that the mobile teams do visit their areas. Respondents reported that the network was 
often unavailable to process applications at service offices and mobile points within 
the local areas. As a result they preferred to access the service point at the district 
office that they would receive expeditious service. 
5.2.1.3 Frequency of visits to the office for the same service 
The provision of social assistance is based on a means test therefore clients have to 
submit relevant documentation that indicate that they are eligible for the different 
grants based on defined criteria. In order to determine eligibility for a grant or related 
service it is almost inevitable that prospective clients will visit the SASSA offices at 
least twice. Clients will visit the offices for information and application forms if not 
obtained elsewhere and thereafter processing of an application.  
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Figure 20 presents the data on the number of visits for the same services to the same 
office. 
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Figure 20: Frequency of visits for the same service 
 
In Figure 20 it can be noted that 48% of respondents indicated that they visited the 
same office at least twice for the same service and 32% of the respondents visited the 
office three and more times. Visits to the same office occurred twice not only to collect 
information and relevant forms but also because clients on their return did not have all 
the relevant documents in their possession to process an application. Clients stated 
that they are not always informed of the necessary documents that they should 
provide. 
The SASSA has brochures available which accompany the application form which 
indicates the relevant documents that are required to submit a grant application 
(SASSA Know Your Grant Rights, 2011-2012). These brochures are printed in the 
dominant languages of the province. The SASSA also embarked on awareness 
campaigns within local communities as well as engaged with local councillors to inform 
of the services. The SASSA in accordance with the National Norms and Standards 
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Policy for Social Assistance Service Delivery (2002) holds stakeholder communication 
a norm that states that marketing messages will be sent to existing as well as 
prospective clients three times a month using three mediums of communication which 
includes local radio stations and the print media. The norm stipulates that at least 70% 
of the target audience must be reached. This finding therefore illustrates a 
communication gap as identified by Parasurman, Zeithaml and Berry (1988:46). The 
communication gap can be identified between that which is promised in the Customer 
Care Charter and the service which is implemented. The Customer Care Charter 
stipulates that the agency will seek to maintain direct contact with the client in terms of 
the availability of a dedicated customer care official as well as help desk at service 
points. 
Most offices visited in this study did not have dedicated help-desks. The number of 
repeated visits on account of inadequate information indicates the importance of help-
desks at offices to bridge the information gap evident particularly on account of varying 
levels of literacy in the province. A client reported that: 
“I don’t have anything to complain about, it’s just that there is a lack of information” 
The documents required to process a grant application include signed affidavits from a 
Commissioner of Oath. The SASSA generally makes use of the South African Police 
service to assist with the affidavits which implies that clients visit the offices twice. 
Clients reported that they experience long waiting queues due to overcrowding at 
some offices as well as network problems which caused them to return to the office for 
the same service in some instance more than twice. Clients expressed frustration in 
that they pointed out that their economic means did not enable them to return to the 
offices repeatedly.  
Clients also reported that their applications could not be processed timeously on 
account of network problems experienced at service offices. Clients who visited the 
office more than twice for the same service reported in respect of network problems 
encountered that:  
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   “They should really try and improve the system. We always have to come back for 
some or other reason. It is difficult for us to come back all the time. The taxi fare is 
expensive” 
   “The major problem that frustrates clients experience at this office is returning either 
because there is no time or they did not have all the documents. This frustrates the 
clients.” 
The frustrations with network problems encountered led to levels of mistrust of the 
officials. The level of mistrust and frustration is captured by a client who said: 
“Officials sometimes say that the system is down to chase us away” 
Mistrust in the levels of efficiency with which officials meet service signifies levels of 
client dissatisfaction with service quality. The implication is that the level of inefficiency 
experienced that resonates in mistrust is spread by word-of mouth communication 
which gives SASSA a poor performance image. However, this performance image 
may only be to applicable to particular SASSA offices and not the entire agency. 
5.2.1.4.   Telephonic enquiries  
A call-centre is located at the SASSA regional office which allows clients to lodge 
complaints and or query issues related to social grants. The National Norms and 
Standards Policy for Social Assistance Service Delivery  (2002) specify the service 
quality norm for addressing telephonic enquiries. This norm states that help desks and 
call-centres should be available at offices and are tasked with addressing telephonic 
enquiries which should be concluded within 3 minutes as accurately as possible by 
skilled professional officials.   
Figure 21 presents the responses from clients who indicated that they interacted 
telephonically with the SASSA. 
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Yes, 6%
No, 22%
N/A, 72%
 
Figure 21: Telephonic contact with the SASSA offices 
 
Figure 21, indicates that only 6% of the respondents interacted with the offices 
telephonically. Respondents could interact with the call-centre at the regional offices 
where queries would be directed to the appropriate office - however clients preferred 
visiting the service offices. A respondent indicated  
“There is never a concrete answer when I phone the office. Each person sends you in 
a different direction. There is never a final answer”   
The implication of non-compliance to the service quality norm set is that citizens visit 
the offices for issues which could have potentially been resolved telephonically. The 
consequence of failure to adhere to the defined norm is overcrowding at offices and 
repeat visits by clients. In addition levels of trust in the level of professional 
competence of the call-centres operators is also brought into question by clients 
 
5.2.2  Availability of information to clients 
The availability of relevant information is critical to the assessment of a service 
encounter. The variables that assessed the availability of information to clients at the 
SASSA offices were: 
129 
 
• Knowledge of business hours of the office  
• Availability of forms 
• Availability of an official on the floor to direct the clients. 
 
Figure 22 presents findings on the availability of information to clients 
 
 
Figure 22: Distribution of available information to clients 
 
Figure 22 indicates that only 35 % of the respondents had knowledge of the business 
hours of the service offices. 84% of the respondents reported that relevant forms 
required by clients were available in the service offices visited.  
60% of the respondents reported availability of visible signage and of an official to 
direct clients in the waiting hall. The offices visited did not have dedicated queue 
walkers. The attesting officers engaged in the dual function of queue walking to 
ensure that clients had the correct forms or were seated in dedicated areas for specific  
service as well as initial screening and capturing of information. Some of the offices 
had a ticketing system for the clients however it often did not work well.  
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5.2.3. The use of cell-phone technology in terms of SMS services  
Client-centred service delivery requires that levels of innovation are  brought about by 
organisations as the client profile changes. The use of mobile messaging services has 
become a common trend that is being utilised by a number of government 
departments such as the Department of Home Affairs (DOH online, January 2013) as 
a means of instant communication with their clients. The level of growth in the access 
to cell-phones has increased substantially in Sub-Saharan Africa. This level of growth 
has brought with it new possibilities to meet and communicate with existing clients 
(Akaer & Mbiti, 2010:211). It also holds various challenges in that the cell phone 
numbers of clients may not be active which implies that other means of 
communication have to compliment this service. A number of clients indicated that 
they did not have cell phones on account of their socio-economic status. However, 
clients who had access to cell phones indicated that they would welcome information 
to be sent to them via cell-phone messaging services.   
Table 21 presents the frequency of the use of cell phone technology in terms of sms 
services in dispersing information to existing social assistance clients in respect of 
their grants. 
 
 
Table 21 Use of cell phone technology in terms of SMS services 
 
Statement : As a grant recipient I would like the SASSA to send me SMS on new 
developments with the grant system. 
 
Category Frequency Percentage 
Strongly disagree 31 10.00 
Disagree 24 7.74 
Neutral 12 3.87 
Agree 67 21.61 
Strongly agree 176 56.77 
Total 
 
310 
 
100 
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In Table 21 it can be noted that about 79% of the respondents agreed that the SASSA 
should engage with them via SMS messaging. Clients indicated where possible that 
SASSA inform them via SMS of new developments with the grant system so as to 
minimise the number of visits to the office. It is interesting to note however that 18% of 
the respondents did not support the use of sms messaging services to be informed 
about new developments. These findings hold a relationship with the responses 
related to telephonic contact. Grant administration is contact intensive therefore it can 
be deduced that clients sampled prefer to engage directly with an official. 
 
5.2.4 Perception held by clients of the timeliness and efficiency of service 
Timeliness was assessed in terms of perceived efficiency in relation to the length of 
time spent waiting for service. Timeliness with which services are met is linked with 
the Batho Pele principle of efficiency in service delivery. 
Table 22 presents the level of timeliness with which services were provided.   
 
 
Table 22: Distribution of the perception of efficient service 
 
Statement: The officials in this office are very efficient, I do not wait long for 
service. 
 
Category Frequency Percentage 
Strongly disagree 113 37.67 
Disagree 37 12.33 
Neutral 51 17.00 
Agree 85 28.33 
Strongly agree 14 4.67 
Totals  
 
300 100 
 
Table 22 indicates that 37.67% and 12 .33% of respondents respective strongly 
agreed and agreed that officials were not efficient. 28.33% and 4.67% of the 
respondents agreed and strongly agreed respectively that levels of efficiency existed.   
132 
 
5.2.4.1 Timeliness: Waiting time versus efficiency  
The service norms established for processing of an application is approximately three 
hours which commences with the screening, verification and approval process based 
on completeness of information presented. The clients sampled indicated they 
experienced lengthy waiting periods for service on account of inefficiency created by 
staffing levels as well as the perception that management do not to adequately 
monitor the relationship between available staff ratio’s and officials to meet the 
demand for service. Two clients stated :  
“ I really don’t have any complaints. I must just be patient because I know that 
they are trying. They could be more patient with us too. We depend on the grant 
money for our children. So when I come here I know that I’m going to wait for a long 
time” 
 
“I’m am happy with the grant yes, its just that there are not enough staff here to 
help. Cant’s the management see that? Can the government not train people 
adequately to deal with this situation?...” 
 
Figure 23 presents the level of timeliness with which service delivery was provided  in 
terms of the waiting time experienced and perceptions of levels efficiency.  
 
 
Figure: 23: Waiting time versus efficiency 
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Figure 23 indicates a cross tabulation between the respondents who indicated that the 
service provision was inefficient in relation to the waiting time for services. Waiting 
time is defined as the first point of contact with a screening officer, while turn-around 
time is the length of time with which a grant application is completed. The perception 
assessed in terms of likert-style statements were: 
C 3 The officials in this office are very efficient, I do not wait long for service. 
C4 .The queues are always long when I visit this office. 
 
A direct relationship can be seen in Figure 23 between the number of respondents 
who stated that the waiting time correlates with levels of efficiency. About 61% of the 
respondents indicated that they waited long for service which implies that the service 
delivery process is inefficient. The norm for the processing of a grant application in 
accordance with the National Norms and Standards Policy for Social Assistance 
Service Delivery (2002) is approximately two hours from the time that a prospective 
applicant engages with a screening officer. The findings indicate that the waiting time 
for service does not comply with this norm. 
 
Furthermore, 23% remained neutral while 17.64% of the respondents indicated that 
they did not wait long for services. This implies that offices are not in compliance with 
the service standards as defined in the National Norms and Standards Policy for 
Social Assistance Service Delivery (2002).  
 
5.2.5. Display of courtesy during a service encounter by officials 
The clients indicated that officials were helpful and met them with courtesy during a 
service encounter.  
Table 23 presents the findings that indicate the frequency of clients in respect of the 
level of courtesy with which they were met with during a service encounter. 
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 Table 23 Levels of perceived courtesy of officials 
Statement : The official at the counter was always  professional and friendly while 
providing the service 
 Category Frequency  Percentage 
Strongly disagree 20 6.69 
Disagree 13 4.35 
Neutral 36 12.04 
Agree 161 53.85 
Strongly agree 69 23.08 
Totals 293 100 
 
 
Table 23 indicates that 76, 93 % of the respondents thought that officials were 
courteous which holds a direct correlation with the percentage awareness of the 
principles of the Customer Care Charter. The implication is that officials endeavour to 
be client-centred in their approach to service delivery.  
 
5.2.6  Levels of satisfaction with the outcome of a service counter  
The outcome of a service encounter was assessed in terms of the various stages that 
a prospective or current applicant engaged with the offices to obtain the service 
required. The outcome of a service encounter was therefore assessed in terms of the 
output from a functional system which includes aspects such as the request for 
relevant forms, and information.  
Outcome is directly linked to turn-around time for processing of grants. The norm that 
has been set by SASSA for turn-around time for service delivery is twenty-one days to 
complete and finalise the process. The SASSA has embarked on a one day turn-
around time within which grant applications is processed in the Eastern Cape. Figure 
24 presents the distribution of the level of satisfaction with the outcome of a service 
encounter. 
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Not at all, 30%
Completely, 17%
Partially, 53%
 
Figure 24: Satisfaction with outcome of service 
 
Clients have to engage with a number of functional processes at the SASSA in terms 
of the new service delivery model implemented also referred to as the 3 step model. 
This model although referred to as a 3-step process has an inherent five steps which 
includes screening of the applicant, managing pre-application of the application 
assessment , administration of intake which involves an interview with clients to lodge 
a grant application. This model is also intermittently referred to by SASSA officials as 
the 5 step grant application process. Furthermore, the verification processes of the 
application via external various data bases is also undertaken. Finally the client is 
enrolled on the SASSA system and issued with a benefit card (SASSA Service 
Delivery Model 2011). 
Respondents stated that they visited the SASSA office at least twice for the same 
service for a number of reasons which includes failure by the client to submit all the 
necessary complete information to process an application as well as network problems 
encountered. Clients sampled were requested to indicate their satisfaction with the 
outcome of a service encounter. In Figure 24 it can be noted that that only 17% of the 
respondents received complete service as required while 53% of the respondents 
indicated that they received partial service. This finding relates to the number of 
repeated visits and the levels of inefficiency identified by clients. 
136 
 
5.2.7  Perception of levels of safety and feeling of security while visiting a 
SASSA office by clients 
Clients were requested to reflect on their feelings of safety and security while visiting a 
SASSA office. Figure 25 presents the responses of feelings of safety and security 
while visiting SASSA offices. 
5%
7%
25%
52%
11%
Strongly disagree Disagree Neutral Agree Strongly agree
0
20
40
60
80
100
120
140
160
N
o 
of
 o
bs
 
Figure 25: Distribution of feeling of security at SASSA offices 
Figure 25 shows that 63% of the respondents who accessed the SASSA offices felt 
secure in doing so. While 12% indicated that they did not feel secure and 25 % 
remained neutral. The high percentage of feeling secure while accessing the offices 
could be attributed to the presence of security guards at the SASSA offices. 
 
5.2.8.   Physical condition of the waiting areas.  
Figure 26 presents the perception held by clients of the physical condition of the 
waiting areas dedicated to clients at the SASSA. 
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Figure 26: Appropriateness of office space 
 
 
Figure 26 reflects that 72% of clients stated that waiting area of the offices that they 
visited were clean and habitable. While only 9% of the respondents felt that the 
facilities were not clean and 18% remained neutral. 
 
5.2.9  The display of knowledge and competence by officials 
Figure 27 presents the perceptions of the level of knowledge and competence 
displayed by officials during a service encounter. Perceptions of the levels knowledge 
and competence experienced during a service encounter were assessed by clients in 
terms of the following likert statements: 
• The official at the counter was helpful 
• The official knew at all times how to address my request for service. 
• The official clearly understood my requirement for service 
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The data gathered from the likert-style statements assessed in terms of Cronbach 
alpha: showed a high degree of internal reliability at 0.88 between the responses to 
the statements. 
Figure 27 illustrates that officials displayed a high degree of knowledge and 
competence in grant administration.  
 
 
Figure 27: Display of knowledge and competence by officials 
 
Figure 27 shows that the level of knowledge and competence was rated at 69% by 
respondents. The implication is that clients found the officials to be helpful as well as 
knowledgeable of the protocols of the agency and the procedure to submit grant 
applications.  
Furthermore, clients reported that officials clearly understood their requests for service 
based on perceived displayed of competence and that their queries and or concerns 
were addressed in their preferred language. 85% of the respondents reported that 
they were assisted them in their preferred language for communication.  
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5.2.10   Perceptions of redress mechanism available for clients 
Redress implies the knowledge of and availability of channels to lodge complaints 
about poor service delivery and to seek corrective action. Redress is one of the Batho 
Pele principles that seek a responsive relationship between clients and service 
providers for improved service quality. The SASSA Customer Care Charter clearly 
stipulates that the agency is open to engaging with clients where levels of 
dissatisfaction with service are experienced to meet the objective of being client-
centred. The statements addressed to clients enquired about levels of satisfaction with 
the decisions in terms of their grant applications in relation to knowledge of complaints 
procedures and the need to lodge a complaint. 
A review system was been implemented in 2012 referred to as the Internal review 
mechanism (PMG Parliamentary Minutes, 22 November 2012). The Regulations in 
terms of the Social Assistance Act 1133 of 2004 Section 18(1) provides that  
“An applicant or beneficiary who is aggrieved by a decision of the Agency shall, within 
90 days of gaining knowledge of such a decision, lodge an appeal in writing to the 
Minister setting out the grounds on which the appeal is based, and submit a copy 
thereof to the Agency;  
(2) The Agency must, upon gaining knowledge of an intention on the part of any such 
person to appeal against its decision assist such person …” 
 
55% of the respondents indicated that they were satisfied with the decision of their 
grant application. The implication was that their applications are being processed and 
that the decision is likely that they meet the eligibility criteria for a grant. While only 
25% indicated that they were not satisfied and 18% remained neutral. 
Approximately 60% of the respondents stated that they do not have anything to 
complain about while approximately 36% reported that they wish to complain, 4% of 
the respondents remained neutral. A client indicated: 
   “ There are no complaints, its just that we wait so long to be helped whilst the staff 
are doing their own thing.” 
 
The findings suggest a power-distance relationship between the official and the client 
particularly in relation to their economic status (Hofstede & Hofstede 2005:45). Clients 
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do not complain because they do not believe that they can influence the situation as 
well as the level of dependence on the official which leads to cooperation to get their 
applications processed.  
 
Figure 28 presents the findings on the level of awareness that clients hold of the 
redress and appeal process.  
 
Figure 28: Distribution of the perception of redress procedures. 
Figure 28 indicates that 67% of the clients sampled indicated that they were not aware 
of the redress mechanisms in terms of who to contact to lodge a complaint. Only a 
marginal difference in the findings was indicated in terms of the merits of lodging a 
complaint in that approximately 37% indicated that it is not worth lodging a complain 
as they did not feel that the complaint will be attended to. While 35% felt that 
complaints will be addressed. 28% remained neutral.  
The SASSA Customer Care Charter states that clients can appeal a decision made in 
respect of eligibility for social assistance. Clients sampled were asked if they would 
like to appeal the decisions made in respect of their grant application and the reason 
for the appeal.  
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Table 24 presents the responses on the willingness of the of the respondents to 
appeal  against a decision made in terms of a grant application. 
 
Table 24 Response rate for willingness to appeal against a grant application 
   decision 
Statement: I would like to appeal the decision on my grant application but do not 
know how. 
 Category Frequency Percentage 
Strongly disagree 118 41.11 
Disagree 101 35.19 
Neutral 38 13.24 
Agree 19 6.62 
Strongly agree 11 3.83 
Total 287 100.00 
 
It can be noted in Table 24 that only 11 % of the respondents wished to appeal the 
decisions made in terms of their grant application. The low percentage of willingness 
to appeal demonstrates a link between the high perception of knowledge and 
competence held by officials.  
 
5.3  PERCEPTIONS OF SERVICE QUALITY BY OFFICIALS 
The assessment of perceptions of service quality experienced by officials was in 
respect of functional aspects of service provision. Data analysis focused on aspects 
such as the awareness of the Customer Care Charter and the impact of the change 
management strategy implemented. Furthermore, what received attention as well  
were perceived levels of administrative and managerial support from the regional 
office to district and area offices. 
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5.3.1 Awareness of Customer Care Charter by Officials  
The fundamental importance of awareness of the Customer Care Charter leads to an 
underlying assumption that officials are familiar with the contents thereof and the 
aspirations to meet a customer care culture that is client-centred in terms of the 
defined key priority area of the SASSA (Strategic Plan, 2012-2017). Furthermore, that 
the officials comply with the Batho Pele principles in particular the measurable service 
standards. The level of awareness therefore assumes familiarity and compliance with 
the protocols of the agency to meet service quality. The Customer Care Charter is a 
commitment from the agency to the citizen to facilitate promised levels of service 
quality consequently defined levels of performance. This underlying assumption holds 
a direct relationship with the level courtesy experienced by clients as well as the level 
of professionalism they are met with.  
Figure 29 presents the level of awareness of the Customer Care Charter of the 
SASSA. 
No, 39%
Yes, 61%
 
Figure 29: Awareness of SASSA Customer Care Charter 
 
61% of the officials indicated that they were aware of the SASSA Customer Care 
Charter, while 39% held no knowledge of the Charter. A strategic priority of SASSA is 
to ensure that service delivery is more client-centred.  It would, therefore have been 
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expected that the level of awareness by officials of the Customer Care charter would 
have been higher.  
 
5.3.1.1 Information: Submission of complete information and available 
documentation  
 
The grant application process requires the submission of relevant documentation to 
determine eligibility for a grant in relation to the means test criteria that have been set 
by the Agency and DSD.  
Figure 30 presents the responses pertaining to the submission of complete information 
and available documentation to process a grant application 
.
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Figure 30: Submission of information and necessary documentation by clients 
 
In Figure 30, it can be noted that 57% of the officials reported that timely provision of 
service delivery is affected by the ability of clients to present the necessary information 
and complete package of documents required to process a grant application. Clients 
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are subjected to repeated visits to the SASSA because they do not possess the 
necessary documentation on their first visit to the offices. 19% of the officials remained 
neutral and 24% disagreed indicating that clients do submit the necessary information 
and documentation to facilitate a grant application. 
The presentation and availability of all the necessary documentation also applies to 
the process approach followed in grant administration. An interviewee mentioned:   
“…SASSA could come up with better ways of dealing with things, instead of bringing 
101 affidavits, perhaps if they had on-line verifications it might reduce the number of 
paper documents we need to have to deal with issues.” 
The statement made indicates that the requirement for more streamlined application 
forms to assess a potential application. The grant applications forms were stream lined 
in 2011 (Parliamentary Minutes, 25 August 2011). However, a number of affidavits are 
required in terms of the criteria set for means test. The means test implies that SASSA 
evaluates the income and assets of the person applying for social assistance in order 
to determine whether the person's means are below a stipulated amount. The means 
test varies from one grant to another. Furthermore, the affidavits that required are to 
verify the personal details of the applicant to avoid the incidence of fraud (SASSA 
2011). The statements made also indicate the importance of integrated computer 
network systems between relevant department such as the Departments of Home 
Affairs, Health and Labour to facilitate speedy verification of information.  
5.3.2  Access of service points to clients 
One of the strategic priority areas of the SASSA is to increase access to social 
assistance by potential beneficiaries, consequently a number of initiatives have been 
introduced to facilitate access in both rural and urban areas. Accessibility is one of the 
Batho Pele principles aimed at developing a client-centred approach to service 
delivery by providing services within close proximity of residential areas. The ICROP 
programme in particular has been aimed at facilitating access in rural areas. The 
increased access is particularly notable in the increase in the provision of social 
assistance.  
Table 25 presents the perception of levels of accessibility of services to clients.  
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    Table 25: Accessibility of service points to citizens 
Statement : Services of the SASSA are always accessible to citizens 
 
Category.  
 
Frequency 
 
Percentage 
e 
Strongly disagree 6 3.77 
Disagree 20 12.58 
Neutral 24 15.09 
Agree 68 42.77 
Strongly agree 41 25.79 
Total 
 
159 
 
100 
 
 
The perception of the level of accessibility of services probes the level of awareness of 
officials in the implementation of new programmes in terms of the change 
management programmes introduced to meet the national client centred priority. It 
further signifies a breakdown in communication between management and officials at 
operational level in respect of formal briefing sessions in that ultimately the change 
management programme will affect all officials involved in grant administration.    
Table 25 shows that approximately 69% of the respondents that agreed that the 
SASSA services are accessible to clients. The finding suggests that SASSA strives to 
comply with the principle of accessibility to clients both at service points and in terms 
of outreach programmes. 
5.3.3 Adherence by officials to the SASSA Values  
It is crucial that officials adhere to the SASSA core values in their interaction with each 
other as well as functional processes to meet service quality. Adherence to these core 
values informs the development of an organisational culture based on a shared 
pursuance of the organisational goals. Furthermore, adherence to the core values 
further fosters internal collegial relations as well as the implementation and 
maintenance of service quality between units and departments. In addition, it is crucial 
that officials are seen to adhere to the core values of SASSA in that develops a 
professional and moral external image. The values selected for assessment were 
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primarily based on the maintenance of internal service quality that fosters levels of 
professionalism.  
The core values are aligned to the Batho Pele principles. The perceptions of officials 
were assessed in terms of the six values identified in Figure 31. The assessment was 
based on the level of perceived adherence by officials to these values in terms of their 
interaction with the business system and clients.  
Figure 31 presents the perceptions officials held among themselves, vis a vis  
adherence to the values identified in relation to interacting with one another  and with 
various units and departments to meet levels of service quality in grant administration.  
 
Figure 31: Adherence to the SASSA core values by officials 
The assessment of the core values questioned the display of co-operation and the 
maintenance of human dignity to meet the organizational priority areas. Figure 31 
indicates that 54% of the respondents held the perception that officials do not display 
levels of integrity in meeting service quality. This was supported by officials who are of 
the opinion that high levels of nepotism existed. The definition of integrity implies the 
level of perceived fairness displayed when officials engage with each other. 
Furthermore, 50% of the respondents stated that officials do not show compassion in 
service delivery which implies a level of empathy in meeting service delivery. An over-
arching value of SASSA that incorporates the elements of integrity, empathy and 
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compassion in service delivery is social cohesion. The value that captures social 
cohesion states: 
   “The agency is committed to building unity and good relations among internal and 
external stakeholders. This will be achieved via the promotion of a shared vision, 
shared values, the pursuit of common goals and the management of diversity.  A 
deliberate effort will be made to focus on the needs of employees, so as to encourage 
increasing levels of productivity and creativity. Employees need support in their 
endeavour’s to develop personally and professionally. All employees should feel proud 
to act as brand ambassadors of the agency (SASSA Annual Report, 2009-2010).” 
The findings hold a relationship with the level of leadership displayed by management 
at regional level. Officials reported that management at various levels were not 
proactive in addressing the needs of those who worked at service points where 
overcrowding was experienced or offices where basic needs of officials were not 
addressed.  
Confidentiality was of concern to officials in terms of their interaction with one another  
and management which led to low levels of trust amongst the officials. Furthermore, 
43% the respondents felt that officials in their interaction with each other do not 
maintain level of confidentiality. Trust is defined as that which is construed as private 
and confidential information related to work and or of a personal nature shared in 
confidence with management and or other officials in key positions (SASSA Strategic 
Plan, 2011-2015).  
5.3.4 Change management 
The SASSA introduced a turn-around strategy at national level rolled out across the 
various provinces to improve service quality. The implementation of the turn-around 
strategy which began in 2011 earmarked for completion in 2012 was targeted at 
change management and standardisation of offices and processes. The change 
management strategy included various projects. The priority areas are, inter alia:  
1. Standardisation of local offices with a key objective of transforming regional 
and local offices in line with the SASSA model.  This priority area included 
refurbishment of offices in line with the SASSA model.   
2. Increased access to social security with a particular focus on rural areas. 
Key deliverables were inter alia the appointment and deployment of mobile 
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teams which implied the deployment of SASSA staff as mobile unit teams 
also referred to as counter service teams. 
3. The improvement of human resource capital. The key objective was to 
commence the improvement of staffing levels for more effective and 
efficient service delivery.  
4. Change management which included key deliverable such as the 
implementation of orientation and re-orientation programmes for the SASSA 
staff. Furthermore the introduction to leadership development programmes, 
and the initiation of customer care programmes (SASSA, Turn-around 
Projects EC Regions, 2011). 
Figure 32 summarizes a cross tabulation of the level of awareness and involvement of 
officials assessed as follows:   
• B 1. I am well informed as I work with the project manager on the project related to 
my functional area 
• B..2 I have been briefed about the change management strategy.  
 
 
Figure 32: Knowledge of the change management strategy 
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 The findings as depicted in Figure 32 indicate that 43% of the respondents were 
familiar with the change management programme because they work with the project 
manager and the key deliverables related to their functional area. The implication is 
that they are constantly informed of developments and progress made. These 
respondents also understand the critical importance of change management in the 
agency. However, 46% indicated that they had no knowledge of the change 
management strategy which signifies an information gap. The information gap lends 
itself to many risk factors which include a threat to the successful implementation of 
the change management strategy as well as compliance with the new protocols.  
 
5.3.5 Administrative and managerial support  
The SASSA organisational structure is divided into various branches with the national 
office being the one providing strategic direction for service delivery in social 
assistance as well as financial and managerial oversight. The regional offices in the 
provinces are accountable to the national offices in terms of meeting strategic 
objectives and fulfilling the mandate of the agency. The relationship between regional 
offices and the district offices is to provide administrative support in terms of 
monitoring and evaluation of the implementation of strategic priorities in a particular 
district (Norms and Standards Policy for Social Assistance Service Delivery  2002). 
Administrative and managerial support from regional to district offices is crucial in 
meeting service quality targets. It is further key in maintaining effective vertical and 
horizontal communication to disseminate information from the national office in terms 
of strategic priorities as well as to enable effective monitoring of key targets. The 
necessity for administrative and managerial support was particularly identified at 
district level in terms of dissemination of information and discussion of changes that 
occur in grant administration. This study was conducted during the period of re-
registration of grants where a number of new developments in grant administration 
came about that had to be communicated to staff members. Officials stated that these 
and related grant administration changes were communicated mainly via email. 
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Figure 33 presents the perception of the level of support required from the regional 
office. 
 
 
Figure 33: Distribution of perceived support from management 
Figure 33 indicates that 82 % of the officials agreed that they require more support 
from management at the regional office in directing service delivery at district level. 
The finding signifies a communication gap between the regional and the district office. 
The finding further signifies a lack of clarity of the functions of the district manager as 
part of the compliment of senior managers of the region accountable for service 
delivery in a particular district. This finding also underscores the clarity with regards to 
the intended relationship between the regional and district offices. The intended 
relationship is that of oversight and monitoring and not directing service delivery.  
Furthermore, intervention by regional office beyond periodic monitoring of key target 
areas defeats any attempt of decentralization. The creation of agencies in respect of 
the principles of New Public Management theory is to encourage the principle of 
decentralisation and devolution of decision-making to units within their own spatial or 
specialist areas (Lane, 2000:5) However, it is argued that officials in developing 
countries where the principles of new public management is adopted will move 
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towards increased centralisation where a skills deficit is experienced as well as stable 
functional systems does not exist (Manning, 2001:305; Sarker, 2005:183).   
Responses from area managers indicated the need for support in a variety of areas.  
Two interviewees indicated 
“…In terms of support we are not getting enough support… You don’t get people who 
are willing to train you… Even if someone is coming from the regional office they just 
forward you the information…you just have to read the memo on your own and 
interpret the memo wrong nobody comes to you and corrects you instructively. You 
don’t get people who are developmental.” 
“… and then there is the support. There are some functions that cannot happen. You 
try to get hold of the regional office and it takes months and months and sometimes 
you just give up.” 
Senior management at regional level indicated that they do provide support in relation 
to a monitoring plan implemented. Offices within the district are visited periodically by 
senior management from the regional office in terms of their oversight function to 
determine issues that impact on the delivery of service quality. Service delivery issues 
identified during these visits are prioritised for resolution. Furthermore, quarterly 
reports from the regional office informed by the service delivery targets met at district 
level and related issues have to be submitted to the SASSA national office. Senior 
management about the progress made vis a vis the meeting outputs in terms of the 
strategic priorities and objectives. An interviewee at management level stated that: 
…“Those offices with serious problems, we do return within the same quarter or 
sometime during the year. That’s how we do it in the region. That’s own regional 
strategy” 
Management at district level indicated in two areas offices that they engage in briefing 
sessions with operational frontline staff to discuss problem areas and related targets. 
The necessity for briefing sessions is critical to disseminate information and to discuss 
successes as well as problem areas in grant administration. It strives towards 
maintaining the principle of social cohesion within the agency. Furthermore, internal 
consultative processes are critical to determine compliance with protocols so that the 
development of a Customer Care Charter is not an end itself but rather a means to an 
end being to ensure active monitoring takes place in terms of service standards 
defined to facilitate pro-active strategies to maintain service quality. 
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5.3.5.1 Support from the district offices  
District offices provide support to various area offices to facilitate implementation of 
service delivery within those geographic areas. The level of support provided is also 
integral to the monitoring and evaluation of service quality. Therefore vertical 
communication between the district office and area offices is critical in meeting service 
delivery targets for the region 
Table 26 presents the perception of officials of the level of support that area offices 
and service points obtain from district offices. The level of perceived support was 
assessed in terms of the following likert-style statement:  
Table 26: Support from district offices to service points 
Statement : The SASSA officials at service points enjoy full support for service 
delivery from the district office at all times. 
 Category Frequency Percentage 
Strongly disagree 38 23.90 
Disagree 32 20.13 
Neutral 46 28.93 
Agree 33 20.75 
Strongly agree 10 6.29 
Total 
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100 
 
 
Table 26 indicates that about 44% of the respondents reported that they would prefer 
more support. While approximately 28% of the respondents indicated that they enjoy 
full support from the district office in meeting service quality in grant administration. 
The fundamental importance of more support is to determine compliance with 
protocols of the agency as well as develop team work in meeting service quality norms 
and standards as well as developing an organisational culture akin to the SASSA in 
the Eastern Cape   
5.3.6  Availability of cars for officials for outreach. 
Outreach to communities in order to provide services in close proximity of the 
residential areas of existing and prospective clients is a key priority of the SASSA. It is 
further a priority to create awareness of the services of SASSA as well as to achieve 
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the goals to increased access to social assistance. The availability of functional tools 
is critical to meeting levels of predetermined service quality standards.  
 
Figure 34 presents the perceptions of the availability of cars to facilitate outreach 
programmes by officials.  
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Figure 34: Availability of cars for outreach  
 
Figure 34 shows that 31 % and 34 % of the officials agreed and strongly agreed 
respectively with the statement that sufficient vehicles were not available to enable 
outreach as well as home visits when necessary. The prevalence of inadequate 
facilities leads to a performance gap in meeting strategic priorities areas such as 
increased access to social assistance to potential beneficiaries in all categories. The 
availability of agency vehicles is  particularly necessary where the aged or infirm are 
unable to visit the service offices.  
5.3.6.1 Availability of computers to officials  
The SASSA has embarked on expansive business automation in terms of its change 
management strategy. A briefing at parliamentary level (Parliamentary Minutes, 22 
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May 2012) in terms of the strategic objective of Information and Communication 
technology is indicated as follows: 
“… that all grant officials and system users will would be provided with workstations at 
points of service delivery and system users would be biometrically authenticated by 
the end of  2012-13.” 
 
The new service delivery model implemented is directly aligned to increased 
automation. The norm and standards policy indicates that a help-desk official must 
have a computer networked station to assist with logging of queries. A help desk with 
networked computer systems was only evident at the regional office. Most offices 
visited had customer care officials who were also screening officers. Figure 33 
presents data on the availability of computers for officials. 
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Figure 35: Availability of computers 
 
The findings indicate that 51% of the respondents reported that the inadequate access 
to computers to perform their tasks efficiently. 36% stated that they have access to 
computers which indicates that the implementation of the increased automation 
programme introduced as a priority area is taking effect. The availability of insufficient 
computer access at the time of this study was indicated predominantly by respondents 
in rural areas. 
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5.4 THEMATIC CONTENT ANALYSIS  
The inductive approach to service quality provides both a limitation as well as the 
necessity for corrective interventions for improved service quality. The limitation is that 
service quality can be differentially interpreted by various units as well as officials 
particularly where there is an absence of a stable, uniform organisational culture 
minimal compliance with levels and procedures for standardization and compliance 
with protocols of an agency. 
This section will provide a thematic content analysis of the data obtained in the study. 
The analysis will be based on the qualitative data in respect of interviews conducted 
with various levels of management.   
The interviews conducted were transcribed and recurring themes and sub-themes 
were identified. The themes and sub-themes are as follows 
• Network maintenance and integration 
• Management of information systems 
• Customer care 
• Standardisation 
• Professionalism 
• . Training 
•  Staffing levels at district and service offices  
•  Facilities 
• Timeliness 
•  Administrative and managerial support 
•  Stakeholder engagement 
•  Redress 
•  Information 
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5.4.1  Network maintenance and integration 
The availability of an efficiently functioning network system in grant administration is 
critical to efficient service delivery. The findings revealed two critical challenges 
experienced by the SASSA in terms of its network system: Firstly, officials indicated 
that the computer network is slow and is periodically interrupted which has far 
reaching implications in terms of the timeliness with which service is provided, 
increased back-logs, overcrowding on account of repeated visits by clients and the 
perception of the service outcome. Secondly, the absence of system integration in the 
grant application process to expedite applications by minimising the necessity for a 
number of affidavits which leads to repeated visits. Grant application information is 
captured on two systems namely Management Information System (MIS) and 
SOCPEN which are not integrated. SOCPEN is the processing and payment system. 
An interviewee indicated that:  
 “...the amalgamation of SOCPEN and MIS would do a world of good. Because 
what takes all our time is that people would capture the information on SOCPEN, then 
minimise and then capture the information on MIS, so we duplicating the information 
and that takes much of our time. I mean if technology could allow us to use one 
system and then we can take the information on that system and use that very same 
system in terms of tracking. 
 
Officials interviewed were of the view that MIS is in principle a good system because it 
allows tracking of applications and the turn-around time within which officials process 
an application. The system gives an indication of backlogs as well as the levels of 
productivity of individual officials. Fundamentally, MIS is a control mechanism. An 
interviewee indicated that:  
  “MIS is a good system; to me it’s a good system because it allows you to track 
applications and you are able to know who are doing these applications from this 
stage up to whatever stage. In that fashion, to me it is good. You are able to track and 
trace your backlog. You are able to track and trace your turnaround time in terms of 
the applications you have done. You are able to get statistics in terms of performance 
of the individuals for all the applications that are MIS compliant. So by a click of a 
button we will be able to see how this person is performing and how many you have 
done in this office. Not that we do not have mechanisms in place in terms of tracking 
that way”.  
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Officials indicated that MIS is only implemented in the Eastern Cape and not in other 
provinces which make cross-border tracking of applicants difficult which leads to 
fraudulent activity in that those beneficiaries may register for benefit in two provinces. 
In addition it impacts negatively on standardisation with other provinces where IGAP 
(Improved Grant Application Programme)has been rolled out. Furthermore, that the 
software rolled out in the Eastern Cape is the fourth version thereof. Officials reported 
a number of challenges experienced with MIS which include references to the network 
being slow as well as repeated network disruptions which has an adverse effect on 
waiting time and backlogs. Officials indicated that they were not given advance 
notification of network maintenance and downtime. They indicated that network 
interruptions could be short term lasting for an hour or lengthy lasting for a day or two. 
Unscheduled network downtime has a direct impact on the timeliness which service is 
provided and overcrowding in offices. On respondent indicated that:  
   “Network related issues are a problem. We’ve got 62 offices, should we say service 
offices that provide services to 390 different service points. Those services points are 
obviously not online so a large portion of the applications are taken offline. We have 
purchased 283 laptops, 3G cards as well as portable printers for the service teams 
that go out to those particular points. They are not being utilized.” 
The (IGAP) is a national system which allows officials to verify biometrical information 
of clients with that at SARS, the department of Home Affairs and other agencies. IGAP 
was initially only rolled out in one district in the province of the Free state however the 
implementation of the SASSA turn-around strategy has led to further roll-out of the 
IGAP to other provinces (PMG Parliamentary Minutes, 11 August 2011).  16% of the 
respondents indicated that they received training in IGAP.  
 
The implementation of IGAP and other related systems has been in terms of the 
strategic priority of the SASSA to improve and increase automation of the functional 
systems to improve service quality.  The delay in roll out to other provinces has been 
accorded to budgetary constraints as well as a need to consolidate standardisation of 
business process first before rolling it out other provinces (PMG Parliamentary 
Minutes,11 October 2011). Furthermore, officials at SASSA hold the perception that 
urban areas will be prioritised first at the risk of numerous challenges and volumes of 
clients that require service in rural areas. 
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 5.4.2 Training 
The findings indicate that training has been provided in key areas where new 
programmes have been implemented in respect of the consolidation phase of SASSA. 
The findings shows that  training was provided in terms of the new 3 step service 
delivery model, SOCPEN and MIS which is the grant administration and payment 
systems as well as IGAP which is the improved grant application system. Training 
provided to officials has been affected by the austerity measures implemented by the 
SASSA. Officials as well as management interviewed indicated that training should be 
prioritised. An interviewee stated   
   “You will have in your work plan (WPA) agreements gaps which will be identified. I 
can’t remember whether in the last 2 years we have been on specific training course 
that have been identified in the WPA for you to become fully functional or become 
more effective in performing your duties. So training is very crucial, but also very 
lacking.”  
Officials and management cited that training must be prioritised in areas of customer-
care due to perceived prevalence of poor professional decorum experienced in the 
offices. In addition training in supervisory skills for inter alia team leaders particularly 
where promotion occurs or has occurred due to length of service. The benefit of 
appropriate and applicable training is that it will have a bearing , and direct relationship 
with the level of motivations experienced.  
5.4.3 Staffing levels at district and service offices 
The findings indicate that officials who administer grant applications and had direct 
contact with clients expressed that a number of offices in the Eastern Cape are 
understaffed. The SASSA has had a moratorium placed on vacancies since 2008 due 
to austerity measures imposed (NCOP Question 2003: 9 June 2010). This moratorium 
has been lifted and attempts have been made to recruit to fill strategic vacancies. The 
findings indicate that a shortage of staff was felt at operational level.  
    “I don’t believe our offices are staffed according to how they should be. The 
numbers of the amount of people coming into the offices are not justifying the number 
of staff at the offices. So we might have offices that are overstaffed and offices that are 
totally understaffed that cannot provide service, whether they’d like to or not.”  
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The SASSA regional office have developed a capacity model which identifies the 
number of staff required at specific offices in relation to the ratio clients serviced 
(Parliamentary Minutes, 20 November 2012 ).The researcher learnt that a discrepancy 
in  perception existed of staff ratios identified in terms of the staffing model and actual 
reality at operational level at districts and area offices. Officials interviewed indicated 
certain offices have excess staff while other offices are understaffed in relation to the 
number of clients they service. An interviewee indicated that: 
      “But according to the regional office we are overstaffed according to the model 
they are using.”  
 
The offices identified as having excess staff was situated in one of the rural areas. 
Officials at this office indicated that they worked efficiently as a team and met the 
SASSA norms for service quality with the exception of rural outreach which was 
compounded by network problems.  
The SASSA has embarked on a process of internal recruitment and promotion in the 
Eastern Cape in terms of the Occupational Specific Dispensation (OSD)  
requirements. Findings indicate that many of the candidates did not meet the 
requirements which continued to exacerbate the high vacancy rate. One of the key 
requirements for promotion to managerial levels post levels 5 and 8 was the number of 
years of experience held (Parliamentary Minutes, 20 November 2012). 
The findings further indicate ineffective leadership at regional level in that officials 
expressed that there appears to be no commitment from management to address staff 
shortage in offices that are short staffed in relation to those identified with excess staff. 
The implication is that the commitment to commence with voluntary redeployment was 
not being initiated where identified excess staff existed. 
5.4.4 Morale and levels of motivation of officials   
The formation of the agency and the introduction and consolidation over a six year 
period of various phases has led to particular challenges in the Eastern Cape in 
developing an organisational culture which has had a negative impact on the of 
morale of staff. The perception of officials at the time of this study was that the Agency 
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finds itself straddled across phases two to four of the developmental stages identified 
since its inception. The perceived straddling has impacted negatively on the 
development of a strong internal organisational culture. The perception of officials was 
that a poorly defined organisational culture has been exacerbated by the low levels of 
standardisation across the province. An interviewee indicated that the failure to 
consolidate an organisational culture that is particular to SASSA in the Eastern Cape 
is because  
  “Unfortunately my feeling is that we never passed the first phase, that we still busy 
consolidating. There is no uniformity of process. There is no uniformity of process 
within SASSA. I think that this has been one of the things that has been 
disappointing…” 
The agency has embarked on an external process of identity creation via corporate 
branding and marketing to create awareness of its inception and its core function 
particularly to distinguish itself from the Department of Social Development. SASSA 
however continues to be seen by the client as an extension of DSD. Furthermore, the 
findings indicate that management has not placed significant emphasis on creating an 
internal organisational culture. The researcher learnt while distributing the 
questionnaire that cosmetic changes had been brought about such as the distribution 
of branded clothing and the possibility of uniforms for frontline officials was being 
considered. These cosmetic changes are aligned to external brand awareness and 
identity but not to the creation of an organisation culture. 
The findings indicate that 65% of the officials sampled were previously employed by 
the Department of Welfare and the subsequent Department of Social Development. 
The foundations and creation of an internal identity for service quality for previously 
employed as well as new incumbents to the SASSA had to be laid by management as 
the various phases were being implemented. 
 Analysis of the findings has led to the identification of factors experienced at regional 
level which has impacted on the development of an internal organisational identity. 
These factors include:  
• Perceived low staffing levels at some service points that impact on workload.  
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• Poor maintenance of internal accountability and discipline where officials 
engaged in transgressions which do not include financial misconduct,  
• Perceived failure by those in managerial positions to implement the 
performance management system appropriately and fairly. 
• The effects of austerity measures implemented which has led to some officials 
occupying acting positions for lengthy periods.  
• The ability of regional leadership to effect meaningful internal in terms of  
effective monitoring and evaluation systems to ensure compliance with  
protocols... 
• The persistence of and length of time spent by officials occupying acting 
positions. 
The perception held by those in acting positions was that they do not anticipate being 
appointed permanently to these positions. Respondents indicated that they hold the 
necessary experience to occupy acting positions but not the accompanying 
qualification level in respect of the new SASSA model to be permanently employed. 
Furthermore that nepotism is rife in the organisation which leads to those in acting 
positions not being permanently. The cumulative effect of these perceptions in the 
Eastern Cape is that some of the officials indicated that they did not feel valued as 
employees. Responses from officials included the following:  
 “SASSA officials are demoralised by the treatment they get from management, 
something which affects service delivery” 
“My opinion is that it will be much better if the agency goes back to the 
department of Social Development where there is an enormous lack of professionals. 
Everyone wants to be heard. There is no clear management style. There is no 
motivating factor at all, human capital management being the worst unit ……………” 
In 2011 the SASSA conducted a study to assess the dimension of organisational 
culture and climate in the Eastern Cape. The findings indicate that officials were not 
satisfied with the existing culture (SASSA March 2012).  
The maintenance of levels of internal discipline and adherence to the public service 
code of conduct was indicated in particular. Respondents indicated the perceived 
existence of low levels of work ethic and commitment amongst some officials. A 
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respondent reported:  
      “People are disgruntled for one reason or another. But what always boggles my 
mind is that when you sit down with them to try to dig deeper, what is it that you think 
management should be doing differently, it’s things that I think we can never be able 
to agree on because it would mean compromising the principles, the very real 
principles because people just want to be left alone, people don’t want to be managed. 
People don’t want to because for them, if you are saying to them this client is unhappy 
about this or that then they just look at you as if…”,  
 
The response in terms of the above statement indicates that officials are demoralised 
because of the perceived ineffective leadership. The officials experience inadequate 
monitoring of protocols therefore there is lack of compliance  
The findings indicate that officials are not satisfied with the Human Capital Department 
in the manner with which it is managing issues that concern them. An interviewee 
indicated 
“….so communication, HR/HM there is always a problem. We don’t have a fully 
functional HCM office here, it’s a huge challenge. I can give you endless stories of my 
personal experience, not talking about the rest of the staff. There are quite a few 
things affecting the morale of the staff. “ 
The structure of SASSA is centralised which implies that all support services are 
based at the regional offices. Officials either interact with support service directly or via 
their managers which have impacts on the efficiency of service delivery. 
5.4.5 Customer-care   
The majority of the clients sampled indicated that they were satisfied in general  with 
the customer care that they received. Clients indicated that they do not experience a 
level of consistency in courtesy in service encounters. Some clients could identify 
officials who were friendly and helpful on account of the number of times they visited 
the offices and a client relationship. While some acknowledged at some offices 
particularly where overcrowding was experienced that officials were not as courteous. 
Clients commented that: 
“ Some staff really go out of their way to help you “ 
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“The staff are not always friendly it depends who is helping” 
Officials on the other hand indicated a perceived prevalence of poor customer care in 
most of the offices sampled. An interviewee at management level mentioned.  
     “Things that concern me are perhaps the attitudes of staff especially the service 
officers. You can go into an office and get your grant in half an hour but you can leave 
there never ever wanting to go back into that place because people are rude. “ 
Furthermore, it was observed at the service and district offices sampled that officials 
generally did not wear name badges which is a standard requirement for public 
officials interacting with clients. Levels of poor customer care was however affected by 
overcrowding  and network problems experienced in that officials were often stretched 
in their ability to meet the demand for service in particular offices.  
Clients reported that they arrived as early as 6am in the morning at one of the offices 
in an attempt to secure service.  
The findings indicate that 42% of the clients in this study stated that they visited the 
offices twice for the same while 32% indicated that they visited the offices three or 
more times for the same service. Officials corroborated this indicating that many 
clients did not have the required documentation at their first visit.  
One of the offices sampled had an in-house Commissioner of Oath which implied that 
clients did not have to visit the local police station for affidavits. SASSA generally 
directed clients to SAPS (South African Police Services) to verify affidavits 
(Parliamentary Minutes, 20 November 2012). The consequence was that clients 
visited the office for the same service two to three times. Clients indicated that when 
referred to SAPS they lost their places in the queue and began queuing again on 
return to the SASSA offices. Respondents indicated that attempts by management to 
implement staggered lunches and tea-breaks failed as officials strictly adhered to tea 
and lunch-times. The implication was that clients sat in waiting rooms during this time 
which had an impact on the levels of over-crowding, waiting time and repeat visits to 
the offices experienced by clients.  
The SASSA in terms of its turn-around strategy has begun a process of adapting and 
up-grading of service offices and pay-points had begun to implement a new office 
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layout plan which led to open plan offices. The new layout was adopted to enhance 
the integrity with which grant administration is conducted (SASSA Annual 
Performance plan, 2012-2017). Officials have however indicated that the level of 
demonstrated professional etiquette is of concern. Two respondents indicated: 
    “People need to socialise, speak and laugh less and focus more energy on their job, 
work. At times it becomes so noisy that you can’t think, concentrate or have a civilised 
discussion with a client on the phone”  
  
“because we are in open plan environment, I sometimes find that officials language 
use, swearing in front of clients, fighting between officials, disagreeing between 
officials. All happen in front of clients. Sometimes –most times it does not sound like a 
world class organisation. Most of the time I am embarrassed, we do not act 
professionally.” 
Only 61% of the officials indicated awareness of the SASSA Customer Care Charter 
which indicates a gap in the understanding of the integral relationship between service 
standards and service quality. Furthermore, comments also indicate lack of 
compliance with the Batho Pele principles.  
 
5.4.6  The availability of physical infrastructure to clients and officials 
The findings indicate that clients were generally satisfied with level of cleanliness of 
offices that they visited. The findings however, indicate that provision of basic facilities 
needs improvement. In some offices accessibility to the disabled was a challenge as 
ramps and lifts were not available. The disabled had to access offices via flights of 
stairs. 
Furthermore, in some areas waiting offices were small which led to overcrowding and 
poor ventilation. Clients were also forced to wait their turn for service outside the 
waiting room. They indicated at some of the offices visited that the absence of running 
water and toilet facilities was unacceptable and inhumane. Furthermore, respondents 
indicated at some of the offices that the provision of adequate seating and chairs was 
of concern. Respondents indicated: 
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 “Now in this area there is no water here. We would take this air con machine and 
drain the water to put it in the toilet to flush it and in the basin where we would be able 
to wash our hands. There is no water here for us for the beneficiaries.  
  
    “The office building structure does not accommodate clients who are on wheel 
chairs or unable to walk as they have to use stairs to complete the application 
process.” 
Officials on the other hand identified a number of challenges that leads to inefficient 
service delivery. The officials identified a shortage of functional tools such as 
availability of computers, fax and photo copying machines. The availability of 
functional tools is an integral part of the service quality experience and overall 
judgement of a service encounter that informs client satisfaction. Interviewees stated 
that:  
    “We haven’t resourced our service offices. I’m talking about the EC and the majority 
of our offices. 
 
   “some people are sharing a computer; in fact some share telephone lines; they stay 
in rural homes and some are dilapidated; thus no sufficient space for clients to sit; if it 
rains there’s no shelter, so you got those challenges so on paper we have not 
resourced our offices not make our that the staff do realize this.” 
The policy objective for facilities is as follows: 
   “To deploy an optimal service delivery network and ensure accessibility and dignity 
of enrolment for clients” (National Norms and Standards Policy for Social Assistance 
Service Delivery, 2002). 
 
The findings indicate that the SASSA is not meeting the norms defined for their 
facilities and neither is adequate monitoring thereof taking place. The norm defined for 
basic facilities is that each area office or service point must have two toilets for the 
disabled and an appropriate number of per one thousand beneficiaries serviced at a 
particular office. In addition eight working water taps for every one thousand clients. 
Furthermore, the buildings occupied by the SASSA must be inspected once every 
three years to establish that service delivery is met in a dignified environment. The 
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conditions of some of the buildings and inadequate basic facilities signify ineffective 
monitoring. 
 
5.4.7  Timeliness  
The expected turn-around time for completion of processing of a grant application has 
been redefined to twenty one days (SASSA Memo, 21-06-2012). However, this norm 
is not being met effectively particularly in rural areas.  Backlogs are defined as 
incomplete applications recorded at the end of each month.  
District officers are accountable for monitoring and for taking corrective action where 
backlogs are identified in area and or service offices. The measures to remedy back-
logs at the discretion of the district manager include dispatching a team to the office in 
question to address the backlogs, reorganize staff to ensure that backlogs do not arise 
as well as train staff to improve the levels of efficiency with which applications are 
dealt with. 
The SASSA has had success since the inception of a number of new programs such 
as the service delivery model in reducing turn-around time in the grant application 
process. Parliamentary minutes indicate that 89% of all new applications were 
processed within the 21-around time (Parliamentary Minutes, 20 November 
2012).Officials are able to trace via MIS and SOCPEN the number of incomplete 
applications as well as office where the application was logged and the stage of the 
application.  
Table 27, presents the collated statistics for the month of May 2012 to reflect on the 21 
day turn-around timeframe for processing of grants.   
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Table 27: Status of applications for management approval  
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Total 
Applications brought forward 
from the previous month 3 953 552 502 95  72 854 39 
6 
067 
Applications received for 
reporting period 17 483 5 413 2 226 1 298  427 
2 
362 219 
31 
746 
Approvals for reporting 
period 18 433 2 644 2 365 1 266  314 
2 
409 187 
29 
936 
Average applications 
turnaround time 7.2 3.8 5.5 5.5  5.2 8.1 5.3 6.1 
Unclaimed benefits 
Processed  53 157      210 
No. of reviews captured 302 747 99   24 3 623 2 
4 
797 
No of applications where 
turnaround time is more than 
21 days 
1 673 174 198   27 261 11 2 344 
No. of applications quality 
assured. 14 076 4 326 2 904   337 
1 
943 148 
23 
734 
Rejections for reporting 
period 149 2 898 51 45  118 17 54 
3 
332 
Regulation 11(1) 
applications. 1 3 9      13 
Backlogs on Applications 29 7 4   7  1 48  
Source: Operations management report May 2012. 
 
Monthly reports are collated within in each district and collated into a regional report to 
determine the number of applications processed and their status within the system 
within the region. 
 
Table 27 indicates the number of applications that did not meet the turn-around time of 
21 days for the month of May 2012. It is reflected in Table 29 that the child support 
grants application process does not meet 21-day turn-around time-frame is with. 
However, access to social grants has also increased significantly in relation to this 
grant type. This could be attributed to the high number of child support grant 
applications. 
 
Turn-around time in grant application was in most offices reported to be one to two 
days were network fluency existed. Historic backlogs have also been cleared. Table 
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28 indicates status of grant application in the Eastern Cape as at May 2012. The 
statistics reflect a decrease in backlogs in applications since the inception of the 
agency.  
 
Table 28: Status of applications as of May 2012. 
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Awaiting Verification 1,221 2,271 1,618 286 142 83 0 0 
Awaiting Data Capture 24,545 9,745 4,676 871 255 202 460 715 
Awaiting Approval 18,136 9,472 1,519 2,019 710 466 627 690 
Total Files > 21 d 
Unresolved 43,902 21,488 7,813 3,176 
1,10
7 751 1,087 
1,40
5 
Source: Report on the status of applications in the Eastern Cape region. SASSA EC: 
May 2012. 
 
 
The findings indicate that certain rural districts experienced high backlog volumes. The 
findings reveal that backlogs in grant applications registered in rural districts occur due 
to staff shortages and a resource strategy engaged in by the regional office that gives 
preference to urban areas. Clients were generally satisfied with the outcome of a 
service encounter once they obtained the service that they required. Clients expressed 
frustration with the length of time that they waited for service. Regional cultures were 
evident, in that in some offices clients were submissive and patient to demonstrate co-
operation with the officials while waiting for service. The team leaders interviewed 
indicated that in areas where levels of submissive behaviour and co-operation were 
experienced that they often interacted with the local area councillor to engage 
potential and or existing clients in public meetings. However, in other offices clients 
voiced their frustrations with waiting times and network problems. 
Two of the offices visited appeared to be most efficient in the manner with which they 
approached service delivery. One of the offices visited had a functional help desk with 
a dedicated official present throughout the day. Clients were separated into three 
groups once they entered the office and assisted accordingly. However, it also 
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appeared that both offices were adequately staffed in relation to the average number 
of clients they serviced. An interviewee indicated: 
… the influx of people in to this office, this is high traffic office to this area. The number 
of people coming here, it is rare that we will finish them all. Many we will reschedule 
them for later days of we do not finish them now that is caused by a shortage of staff” 
Managers at area level referred to shortage of staff experienced which indicates that 
the ratio between officials and the volumes of clients at some offices was skewed. The 
implication is that adequate monitoring of staff levels in relation to demand is not 
taking place. Staffing levels had been affected by the moratorium placed on 
recruitment. 
5.4.8  Administrative and managerial support  
The regional office provides a general oversight and monitoring function. Each office 
however is responsible for monitoring and evaluation of service quality within the 
districts. Tracking and tracing of grant applications is done by MIS and SOCPEN and 
periodic visits are done by the regional offices to district and area offices. In addition 
monthly and quarterly reports are submitted from the districts to the regional office 
Officials indicated that they experienced levels of poor vertical communication and 
filtering of information from management which impacted on service delivery. The 
procurement and various other functions such as the provision of ICT Human capital 
support are centralized to the regional office. The level of centralization has been of 
particular concern to various levels of management at district and service points. 
Officials indicated the centralized approach of the agency creates a problem in respect 
of service delivery. A respondent indicated: 
  “I am a level 13, I can’t buy a pen. If paper runs out and there’s nothing down there 
for them to print an outcome letter for the beneficiary, I have to fill in a form request 
from the regional office and I get 100 boxes of paper and then they’ll tell me, “No, 
according to our schedule your date is on Friday. You are not supposed to be...” All 
those kinds of frustrations and yet the regional office should be there to support us. 
You are a manager, you’ve got delegations but they are all on paper. You can’t do a 
thing so in terms of the support, you can go there make a presentation, cry, shout, 
sometimes beg, do all of that. Yes, of course they listen, but once you go out, 
everyone forgets about whatever it is we have said.”  
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Districts and area manager indicated that they require support from the regional office 
but they would like the discretion to manage their areas taking into account the 
circumstances prevalent to the area. One interviewee indicated: 
   “But one other thing that I have noticed is that they will not give you time as a 
manager to manage. They would want to impose on you the whole time. And if 
people are imposing on you the whole time, you would not have time to implement 
your management expertise. You are just told that this is what you must do.” 
 
Furthermore, that district and service offices stated that they needed more and timely 
support from the regional office in various areas such as the availability of stationary 
and ICT. 
 
5.4.9  Stakeholder engagement and community participation 
The findings indicate that team leaders and area managers felt very strongly about the 
engagement of external stakeholders to assist in creating awareness of the protocols 
of SASSA as well as to share information to prospective beneficiaries. These external 
stakeholders include ward councilors where the service offices where situated and or 
where they drew their clients from. Some area managers felt strongly about engaging 
the mayors of towns to assist in meeting service quality in the area. The findings show 
that senior management needed to engage government departments more 
strategically. The officials identified in particular the department of public works to 
support the functions and operations of SASSA in terms of regular maintenance of 
service office. Community liaison workers have also been identified in some areas to 
assist with awareness campaigns and the process of reregistration 
5.4.10  Redress mechanism available to clients 
The assessment of perception of the redress mechanisms in this study implies the 
availability and knowledge of channels to clients to lodge complaints about service 
delivery. Furthermore, it involved the assessment of knowledge held of the appeals 
procedure where grants have been rejected or withdrawn. Clients reported that they 
were not provided with adequate and clear information to appeal a grant application 
that has been rejected or withdrawn. Clients stated: 
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“We are not informed when there are changes to our grants and we are then just told 
that we must re-apply” 
 
   “I am afraid of getting into trouble because when you start complaining they mark 
you, then you never get helped or they just reject your application” 
 
A regional initiative has been implemented that ensures that the Customer Care Unit 
engages in the process of monitoring and evaluation to meet client needs. Complaints 
can be lodged with a particular district and be dealt with if these are within their 
competency or else referred to the regional offices. An interviewee however indicated 
that officials often did not address complaints lodged timeously which lends to the 
frustration of clients. The consequence is that clients seek recourse from the regional 
office in terms of the complaint lodged at a district or area office which becomes a 
protracted process. A five day turn-around was reported within which a complaint must 
be attended. An interview stated that officials have been informed that:  
“We have said to them under normal circumstances the complaint must be resolved in 
five day, we have discussed with them even in training but the main challenge is that I 
do not have systems to control and be able to track. However when you come to 
regional office we do not have a call centre which reports within the unit and they know 
that the turnaround time is five days. And the complaints must be finalized unless it’s a 
complicated matter with clients. We also have support of staff at the back office to 
work with the unit that deals with complaints from senior office.”  
 
The SASSA has further implemented customer feedback forms. At the time of this 
study the feedback system was not successfully implemented across the region. The 
feedback form is attached as Annexure K. The feedback is intended to give clients the 
opportunity to report on their service encounter. Officials reported that this system is 
not very user-friendly to the type of clients that they engage with. The forms must be 
completed manually by the client which is not conducive to those who are infirm and 
elderly.  
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5.4.11   The availability of information to clients 
The SASSA Eastern Cape client profile is defined by diverse socio-economic 
characteristics. Some clients as well as those who act on behalf of grant recipients 
have indicated they would like access to information and applications forms via the 
SASSA webpage. Clients have also indicated that they would welcome the use of an 
SMS messaging system to inform them of progress with their applications or new 
developments that concern their grants. Clients identified the use of these services by 
other departments such as the department of Home affairs and the South African 
Revenue services. Officials interviewed support the implementation of more electronic 
services. An interview indicated: 
“it’s a wish because we have received requests and enquiries from clients regarding 
exactly that “is it possible for me to get this application form from your website”, for 
example, “so that I can just fill in the application form and bring it to your office 
completed or even do it online”. Ja so it’s some of the things that, just as you said, our 
clients are different. Ja, those illiterate ones but also there are quite literate clients who 
are conscious about their rights and who are into modern technology. Yes, who would 
want to make use of that but unfortunately it’s not available for them to make use of.” 
The implementation of electronic communication has become a convenient method of 
reaching and interacting with clients by a number of government departments. 
However, the socio-economic profile of beneficiaries of social assistance is that only a 
small minority will be able to access to electronic to information  
 
The identification of service quality gaps holds relevance to the management of 
service quality where critical areas of intervention have been identified. The 
managerial application of the SERVQUAL methodology can further be used to 
illustrate the ranking of the statistical mean of the findings. The mean ranking is the 
collation of the findings of 16 lickert-statements in relation to the five broad dimensions 
identified in respect of the SERVQUAL methodology (Saunders, 2008:445). The 
collation and calculation of the statistical mean leads to the identification of areas for 
intervention based on the perception of clients.  
The emergent interventions identified are supported by analysis of qualitative findings 
that have identified a number of service quality gaps. Table 29 indicates the statistical 
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ranking of the mean for clients. The collation of statements and calculation of the 
mean is attached as Annexure J. 
 
Table 29: SERVQUAL Dimensions scores for clients 
Dimension Mean Std.Dev. Mean Ranking 
Tangibility 15.08 4.43 1 
Responsiveness 9.20 3.21 2 
Assurance 7.86 1.39 3 
Reliability  7.63 1.75 4 
Empathy 7.13 2.26 5 
   
The mean ranking scores indicates that the provision of tangible resources requires 
intervention for improved service quality in meeting social assistance. Tangible 
resources include the availability of facilities for clients that meet the norms that are 
specified in the National Norms and Standards Policy for Social Assistance the 
Service Delivery (2002).It also implies the condition of physical infrastructure available. 
Furthermore, functional equipment and resources as well as staffing levels, to meet 
service quality standards set.72% of the clients indicated that the waiting rooms of the 
offices that they visited were clean. However, clients indicated that a number of 
functional aspects affected on their service encounters which led to low levels of 
satisfaction. In addition, basic facilities were not available which impacted on the 
human dignity of clients.  
Secondly, the level of responsiveness with which officials engage with clients is an 
area that has been identified in terms of the mean ranking that needs attention. This 
area is defined as the willingness of officials to provide appropriate service levels and 
generally to help clients. 77% of the clients indicated that they were met with 
courteous professionalism by officials. In addition clients held access to available 
forms for application of grants and offices displayed relevant visible signage to direct 
clients where to access service as well the offices had customer care officials present 
some of the waiting rooms to engage with clients and direct them for service. 
However, timeliness with which services were provided led to levels of dissatisfaction 
with service encounters. 50% of the respondents reported that they wait long for 
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service which indicates levels of inefficiency in meeting the service delivery norm for 
timeliness which indicates that a service request encounter should where a grant 
application is lodged should be completed within approximately three hours. The 
identification of responsiveness as an area that requires intervention points to a 
delivery as well as a performance gap. The researcher further argues therefore that 
responsiveness has emerged as an area for intervention because it holds a 
relationship with the level of assurance that service requests was met with. The level 
of assurance has been identified as an area that needs intervention to improve service 
quality. .  
Assurance is the display of knowledge and courtesy displayed by officials in their 
ability to inspire trust and confidence in clients in meeting defined service quality 
standards set. The findings indicate that the knowledge and competence level of 
officials of grant administration is not in question. The findings also indicate that clients 
thought official to be courteous in service delivery. The necessity for assurance in 
service encounters in meeting social assistance is in the level of efficiency with which 
services are provided The findings indicate that officials were not able to inspire 
heightened levels of confidence and trust in terms of the various functional challenges 
encountered on account of network problems. This has led to inefficiency and over-
crowding experienced at offices as well as the number of repeated visits. The inability 
to inspire confidence and trust in service delivery points to a performance service gap. 
It is critical that efficient and appropriate functional tools are available for officials to 
inspire levels of confidence and trust in clients as they engage in service encounters 
so that their competency levels is not brought into question Heintzman and Marson 
(2005:553) indicate that: 
“…If citizen confidence and trust in public institutions is high or rising, it would be more 
reasonable to assume public institutions are achieving their democratic mission, even 
though there may be failures or disappointments in specific areas. If citizen trust and 
confidence is low or declining it will be more difficult to think of governments as fully 
successful even if they could point to specific successes of public policy or 
programmes.” 
 
Fourthly, the level of reliability with which services request are met. The demonstration 
of reliability is the ability by the officials to perform the promised services dependably 
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and accurately. The findings indicated that clients 17% of the respondents at the time 
of this study indicated that they received complete service that they did not have to 
return to the office, While 53% indicated that they received partial service. The grant 
application process requires clients to visit the office twice for the same service 
however 32% of the respondents visited the office more than twice for the same 
service. The repeated visits indicate a delivery service gap and relates to the level of 
assurance that clients meet during a service encounter at the SASSA. Lastly,  
empathy which is the level of individual attention and care with which officials are able 
to provide to clients. The findings indicated that officials are familiar stipulations of the 
SASSA Customer Care Charter and the ethos of service delivery. Clients also 
indicated that officials were professional and friendly during service delivery 
encounters. 
The relevance of ranking the five SERVQUAL dimensions for managerial attention is 
that the area with the highest statistical mean indicates the necessity for improvement 
of service quality levels for the provision of efficient social assistance. The ranking 
indicates three areas that need to be addressed; these include aspects which relate to 
the availability of tangible resources which is the improvement of facilities, staffing 
levels and computer networks. Secondly, responsiveness in service provisions and the 
level of assurance with which services are met. The areas identified require the 
improvement in leadership and management capacity, professionalism and monitoring 
and evaluation. 
5.5  DISCUSSION OF FINDINGS 
The overarching principle of New Public Management is that the public service must 
be results-driven. An outcomes based approach was adopted to service delivery in 
South Africa. Inherent in a results-driven out-come based approach to service delivery 
is service quality and a client-centred approach to service delivery.  
The fundamental significance of this study is that it set out to measure the 
implementation and perception of service quality by the public service in a 
developmental context. The introduction of New Public Management reform measures 
provided the contextual reference for the implementation of service quality by SASSA. 
The study was guided by research objectives which were informed by a number 
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assumptions of the applicability of service quality and the implementation of strategies 
to meet service quality as specified by applicable policies such as the White Paper on 
the Transformation of the Public Service (1997) which includes the Batho Pele 
principles that sets the framework for a client-centred approach to service delivery. 
The principles set the foundation for the implementation and maintenance of service 
standards which consequently allowed the assessment of service quality, to determine 
measurable results-driven service delivery.  
The study engaged in the assessment of the perception of clients of service delivery in 
respect of the SERVQUAL methodology (Parasurman, Berry & Zeithaml, 1985). It is 
therefore further critical that the discussion identifies in its analysis of the findings the 
inherent complexities of applying the principles of New Public Management in a 
developmental context such as South Africa. Furthermore, the perceptions held by 
clients of service quality met by functional processes. The contribution that this study 
makes is in the identification of service gaps experienced in grant administration at 
regional level based on the findings. The discussion will reflect on the findings in 
respect of the defined themes identified.  
The formation of the SASSA came about in terms of the principles of New Public 
Management reform measures which stipulates the functional effectiveness and 
efficiency of service provision by decentralized units and devolution of decision making 
(Lane, 2000: 26). Furthermore, the provision of professional knowledgeable public 
service, demonstrated levels of accountability and measurable performance by 
decentralize units and agencies to the citizen who is a client of government (Manning, 
2001:300).  
The DSD was operationally instrumental in creating SASSA in terms policy 
development and functional structures to alleviate fragmented management and bring 
about levels of standardization in the provision of social assistance. The policy 
definition for grant administration and operational configuration of SASSA has led to 
the continued engagement by DSD in the managerial and operational aspects of the 
provision of social assistance (Parliamentary Minutes, 21 November 2007). The DSD 
developed the operational norms and standards in 2002 which guide service quality in 
SASSA. These norms and standards have only marginally been redefined by SASSA 
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since its inception. These norms and standards continue to prevail and are applied in 
both urban and rural centers. The findings indicate that officials at the regional level 
question the necessity for and existence of SASSA in respect of the relationship with 
DSD and related challenges since the inception of the agency.  
This finding resonates with responses gathered from management in terms of their 
core competencies to provide operational direction and guidance which indicate that 
they hold autonomy to make decisions aligned to the protocols of the agency.  
However, the autonomy is held de jure and not de facto (in principle and not in 
practice) in terms of their functional areas as indicated in the National Norms and 
Standards Policy for the Delivery of Social Assistance Service Delivery (2002:10). An 
interviewee indicated that  
“ They would want to impose on you the whole time. And if people are imposing 
on you the whole time, you would not have time to implement your management 
expertise. You are just told that this is what you must do.” 
The findings indicated that the district office requires more support from the regional 
office in their operational tasks. The request for improved support at district level is 
important particularly in establishing levels of standardization in processes to meet 
service requests. However, in terms of the principles of New Public Management the 
element of decentralization and devolution of decision for the formation of agencies 
have been adopted (Lane, 2001:10). Devolution of decision-making allows spatial 
units to concentrate on service delivery aspects that concern them and to facilitate 
decision-making accordingly. Consequently, effective monitoring and evaluation is 
necessary to engage in the maintenance of service quality. 
The SASSA has introduced a number of initiatives that complies with the principles of 
public sector reform to meet performance driven outcomes based service delivery. 
The SASSA, importantly, holds a key strategic priority to be client-centred in its 
approach to service provision (SASSA Strategic Plan, 2012-2017). The Agency has 
furthermore adopted a Customer Care Charter which sets the expectation for service 
quality that clients can have of service encounters. These expectations are defined by 
the National Norms and Standards Policy for Social Assistance Service delivery 
(2002). 
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The implementation of the new service delivery model pays particular attention to 
monitoring of functional service quality. The agency has furthermore introduced 
monitoring and evaluation mechanisms from the national office in the form of the 
Integrated Result-based Monitoring and Evaluation Framework (2009-2012). This 
framework is aligned to the National Outcomes Approach adopted by national 
government as well as gives meaning to the regulation from the National Treasury 
Instruction No 33 (20 July 2011) that requires agencies also to develop performance 
plans.  
Furthermore, various monitoring strategies have been adopted at regional level and 
quality assurance tools to ensure compliance to the strategic objective defined. These 
measures include the SASSA pay-point checklist which is a tool developed to monitor 
conditions at pay-points. The findings reveal that the officials are of the opinion that 
the Management of information system is a monitoring tool in that it allows tracking of 
grant application electronically from the point where the application is lodge and 
extends to the accountable person who lodged the application. The regional office has 
adopted a quality assurance tool which is utilised at each office. Team leaders are 
held accountable for quality assurance of grant applications captured within a 
specified time-frame. This approach is to ensure that grant applications have been 
captured accurately in line with the stipulations of each grant category.   
Monitoring of service delivery is a fundamental element in meeting service quality. The 
critical importance of monitoring and evaluation of service quality is that the agency 
adopts a learning approach to meeting service quality. It allows the client to engage in 
a co-production relationship and the agency to determine the periodic improvement in 
compliance to protocols as well as levels of satisfaction with service quality. Monitoring 
and evaluation allows the collection of information that becomes knowledge of service 
experiences and functional processes implemented. Gronröos (2008:3030) indicates 
that a service is an activity in that it allows value creation in the identification of how 
client accessed the service emerged issues that pin-point success in the systems as 
well as areas for corrective action. It is therefore critical that this knowledge is 
converted to corrective action and or benchmark (Howlett & Ramesh, 2009:195: Salge 
& Vera, 2012:3).   
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The study in respect of two components of the PSQ model by Grönroos (1984) 
engaged in the assessment of the implementation of service quality, which is the 
functional approach to service delivery or the process approach engaged in by officials 
in respect of various strategies implemented by the agency to enable a client-centred 
approach to service delivery. Secondly, image quality based on branding and 
marketing of services to establish an organisational identity. 
The accessibility of social assistance service to prospective as well as existing clients 
is a strategic priority of the SASSA (Strategic Plan, 2012-2017).The agency has 
implemented a number of strategies to increase accessibility to social services. 
Various programmes have been implemented from the national office which include 
outreach programmes in the form of mobile services as well as home visits to the 
infirm and mentally challenged. Increased accessibility of social assistance service is 
the recognition of the core focus of the agency, that service provision is intended to 
meet the needs of vulnerable groups of the South African society. The SASSA has a 
norm which stipulates that service provision must be with in a 40km radius of major 
residential areas and pay-points within a 20km radius. Clients and officials indicated 
that the SASSA strives to meet the strategic priority of accessibility which is key 
element in defining and maintaining a client-centred approach to service delivery. 
The findings indicate that 59% of the respondents travelled to a service office for 
service delivery while 30% could access the service within the area of their residence. 
One of the offices surveyed was custom built by the SASSA for residents within a 
residential area within one of the largest urban districts. Clients who travelled to the 
district offices for service reported that they held more trust in obtaining the required 
service at these offices than at the service point within their vicinity. Clients indicated 
that they travelled to the district offices on account of various functional challenges 
experienced at service points that include the expedience with which they  received 
services. The researcher argues the SASSA is maintaining the service quality norm as 
illustrated by the 30% of the clients who hold the opportunity to access social 
assistance within their residential areas. However, differential levels of service quality 
is being applied at the different offices in meeting service quality which accounts for 
clients seeking services outside of their residential areas or nearest service point. 
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The findings indicated that the accessibility of services to the aged and disabled at 
some offices was a challenge. Some offices did not have the necessary basic facilities 
to uphold human dignity. These facilities included adequate seating as well as the 
availability of ramps for the disabled. The aforementioned points to a communication 
gap as there is a discrepancy between that which is pledged in the SASSA Customer 
Charter and the service delivery experienced. These findings are consistent with the 
client satisfaction study done by the Public Service Commission (Citizen Talk, 
2011:68).  
The findings indicated that clients mainly visited the SASSA offices for child support 
and the care dependency grants, as well as sought information on the war veterans 
grants. These findings illustrate the diversity of clients that the SASSA engages with 
and where socio-economic vulnerability exists in South Africa. These findings are 
aligned to SASSA reports (SASSA Facts sheet, 2012, April 2012 ) as well as the 
report on the Social Profile of Vulnerable Groups in South Africa (2002-2011) in terms 
of the significant increase within a five year period in the provision the child support 
and care dependency grants.  
Accessibility was further assessed in terms of access to telephonic communications 
and frequency of visits to offices for the same services. The majority of users indicated 
that they prefer visiting the offices instead of interacting telephonically. The national 
cultures theory (Hofstede & Hofstede, 2005:41) holds a number of dimensions that 
gives recognition to the existence of dominant community and or regional cultures that 
can influence a service encounter. One of these dimensions includes the registration 
of uncertainty and avoidance based on perceived trust. This dimension it can be 
argued is found in the low level of telephonic contact made with the SASSA office. 
Clients indicated that telephonic contact lent itself to the element of uncertainty in 
relation to individual contact with an official which was open to the assessment of 
observable levels of confidence, integrity and trust in the ability of the official. 
The findings indicate that 32% of the clients visited the offices three times and more. 
The concern in terms of the level of service quality maintained is identified in the 
number of visits by clients for the same service three times and indicates levels of 
inefficiency in service delivery. The researcher argues that demonstrated levels of 
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inefficiency holds a relationship with levels of inconsistency in meeting service quality. 
Clients and officials indicated that levels of inefficiency experienced in terms of repeat 
visits and waiting time as emanating from related network problems. The network 
related problems experienced had an impact on the timeliness with which service was 
provided. The network problems identified relate mainly to interruptions in services. 
According to Robbins (1998:284) the ability of the agency to provide service quality 
consistently which implies the provision of accurate and timely services will develop 
levels of trust in the knowledge and competence of the official. The levels of accuracy 
with which grant applications are processes are determined by knowledge held by the 
officials of the protocols of the agency and the business systems. The advantage to 
officials and service points in maintaining levels of consistent efficiency is the 
confidence benefit in the ability of the officials and agency to meet its service delivery 
objective. Timeliness with which a service request is met is a key determinant of 
service quality in that defined norms are established for the duration of a service 
encounter.  
The findings indicate that clients were satisfied with the knowledge and competence 
displayed by officials however they were not satisfied with the timeliness with which 
service requests were met. The SASSA has a three hour completion time-frame for 
processing a service request. The findings indicted that clients waited for lengthy 
periods for service and or returned to the offices for the same service. This finding 
held a relationship with the findings for outcome of a service request in that 53% of the 
respondents indicated that they received services partially. It can be argued that this 
finding relates to the requirement for relevant and applicable information that is 
required by an applicant. The findings indicated the grant application process was 
staggered because clients did not visit the offices with all the information to submit a 
grant application.  
The findings of this study is consistent with the findings commissioned by the PSC in 
2011 in the study titled Citizen Talk that measured client satisfaction at the 
Department of Social Development more specifically the SASSA across all the 
provinces The findings of this study indicates that the national level of client 
satisfaction held with accessibility was 48% and at the Eastern Cape provincial level 
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42.4%. Furthermore, timeliness with which service was met was rated at 43.9% at 
national level and 54.6% at provincial level (PSC Citizen Talk, 2011:61).  
Furthermore, approximately 72% of the clients indicated that they were met with 
professional courtesy by officials which implies levels of satisfaction and that the Batho 
Pele principle is being met. The level of courtesy with which clients are met is 
imperative in that the service provided is aimed at vulnerable groups who may not hold 
high levels of literacy. It has been revealed in 2011 that 10,5% of the population in the 
Eastern Cape who were 20 years and older held no formal education. While only 20% 
of the population held formal education up to Grade twelve. 89% of the clients 
sampled in this study were females between the age groups 18 to 24 years. And 
87,32% between the age groups 45-54 years old (STATSSA,2011:49).The level of 
courtesy therefore should be accompanied by levels of empathy. It is argued that in 
developing countries a collective culture exists which implies that officials must be 
familiar with community norms and values that define the clients and be able to 
respond to these (Malhotra, Ulgado, Agarwal, Shainesh & Wu, 2004: 264).  
The findings indicate that 61% of the officials indicated that they are familiar with the 
SASSA Customer Care Charter. It is imperative that all the officials are familiar with 
the Customer Care Charter to meet the strategic objective of a client-centred approach 
to service delivery. Officials on the otherhand held the perception that the level of 
professionalism towards clients and maintained within the offices in meeting service 
quality is low therefore requires attention. Professionalism according to traditional  
Public Administration theory is based on technical knowledge acquired from formal 
educational programmes and or long-term experience based on altruistic tendencies 
to provide service in the interest of the common good. It is the display of compliance 
with organisational norms (Andersen & Pedersen, 2012:48; Hughes, 2012:3). The 
researcher argues that professionalism is the development of interpersonal as the 
development of technical skills as new programmes are implemented due to evolving 
needs identified. The development of these skills are acquired via a continuous 
process of training to enable renewal of existing and acquisition of new skills. 
Managerial focus since the inception of the agency has been on uniformity and 
standardisation of grant administration which has led to implementation of the service 
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delivery model. 38% of the officials indicated that the process approach to service 
delivery in terms of the 3-step service delivery model leads to more efficiency in the 
grant application process. While 36% of the respondents remained neutral and 25% of 
the respondents disagreed. Furthermore, a number of new programs have been 
implemented to facilitate improved service delivery. The implementation of new 
strategies requires training to establish effective and efficient adaption to systems. 
Officials indicated that they had received training in the new programmes such as the 
IGAP and ICROP programmes however that continuous training needs to be 
prioritised to develop improved efficiency and compliance with organisational norms. 
The findings indicating the need for continuous applicable training is consistent with 
the recommendations made by the PSC study on client satisfaction with service 
delivery. The report in particular recommends training in the area of courtesy (Citizen 
Talk, 2011:72). This finding is also consistent with staffing analysis carried out by the 
agency which has identified critical skills gaps which impact on levels of service quality 
in service delivery. These skills gaps have also been identified by the Auditor general 
report for 2009- 2010 (Parliamentary Minutes, 22 May 2012).   
The increased accessibility to social assistance services has placed demands on the 
SASSA for improved efficiency with which services quality is met. It is therefore 
fundamental that increased access is accompanied by the provision of commensurate 
functional tools and staffing levels. The findings indicate that officials are of the view 
that staff levels are not commensurate with the workload expected. This finding is 
consistent with Strategic and Annual Performance reports (2012-2017) that indicate 
that requisite levels of expertise and high vacancy rates within SASSA are evident. 
The agency has not engaged in recruitment speedily in particular due to a moratorium 
on vacancies since 2008 (NCOP Question, 2003:9 June 2010).  
In 2011-12 a vacancy rate of 55%, or, 18 000 positions was identified in terms of 
research carried out by the Agency. Furthermore, a total 8437 posts of this vacancy 
rate has been filled however a remaining 10 998 vacancies exists (Parliamentary 
Minutes, 20 November 2012). The staff structure of SASSA in terms of the National 
Norms and Standards Policy for Social Assistance Service Delivery (2002) indicates 
that the norm for staff versus beneficiaries should be one official to 800 beneficiaries, 
however the vacancy rates and increased demand for social assistance has led to one 
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staff member to 3000 beneficiaries (Parliamentary Minutes, 13 June 2011; May 2012). 
The implication of staff shortages is that it impacts on the provision of service quality at 
regional and district levels where staff shortages are felt as well as the level of 
standardisation aspired to. 
 
The provision of functional tools is critical to meeting service quality. The findings 
indicate that service quality is affected by the availability of functional tools which 
includes availability of computer workstations and other office facilities. Furthermore, 
that an urban bias towards resourcing of offices in terms of staff levels as well as 
tangible resources existed. This bias raises questions of the intent and focus on 
standardisation and uniformity of purpose and function. The findings indicate that 
officials held the perception that there is a discrepancy in the understanding of the 
regional office in its application of the staffing model to districts and the number of staff 
required. Officials held the perception that some district offices and service points 
have excess staff while other others have inadequate staff to meet the service 
requirement. Furthermore, officials indicated that they found themselves occupying 
acting positions long-term which have had a direct impact on ensuring managerial 
stability and compliance to protocols chiefly because these officials did not feel that 
they could commit to the positions and their levels of authority was in question. 
Officials occupying acting positions held the perception that they will not be appointed 
permanently as they did not hold the necessary qualifications for the post in line with 
the new SASSA model. Staffing levels as well as availability of functional tools and a 
resource bias leads to the maintenance of minimal levels of standardisation. The 
findings indicate minimum levels of standardisation being maintained at regional level 
which is consistent with the inference in the National Performance Plan of 2011-12. It 
is important that effective monitoring of work-load as well as the requirement of 
internal functional tools is monitored so as to facilitate budget planning to acquire 
these resources for improved service quality where expectation of increased access is 
a strategic priority.  
76% of the clients indicated that they were not familiar with the redress producers in 
terms of lodging an appeal. Furthermore, 36% of the respondents indicated that they 
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had a complaint but did not know where to lodge a complaint. The findings are 
commensurate with that of the PSC study on levels of client satisfaction.  Citizen talk 
(2011:71) indicated that 54,7% of the respondents sampled nationally did not know 
where to lodge a complaint while 33% of the respondents at provincial were not 
familiar with the complaints procedure. 
The findings indicated that a number of factors have led to low staff morale at offices 
sampled across the region. The levels of low staff morale is consistent with the 
findings of a study conducted by SASSA in 2011 9 (SASSA Culture and Climate 
Survey, 2012). The low morale reported resonates in various areas that affect the 
productivity levels and service quality. It furthermore resonates in the failure to comply 
with the protocols of the agency. A respondent indicated that 
 
“Officials take their time to help us and they start later than offices hours” 
 
The morale stems from a number of factors which included the perception that the 
work-load is not commensurate with the salary scales. Further skills shortage was not 
being addressed and promotion opportunities were not available. The findings indicate 
that the permanent appointment of employees who held acting position has had an 
impact on the morale of staff. The findings indicate that individuals in acting position 
hold these positions for longer than one year (Parliamentary Minutes, 8 March 2010). 
Performance appraisal should be annual and an as such should alleviate the issue of 
acting positions. An interviewee in an acting position stated  
 
“…If I was placed in this fulltime then we can get more than what we are at the 
moment and then I can stand up, and I am so concerned because people see me just 
as “ he is just there”. I think if I am placed more permanently then it will give me more 
courage and I will get more done,… I would have a platform to stand on …..” 
 
The findings reveal that officials held the view that they are not complying with the 
value system of SASSA in terms of their interaction with each other in meeting intra-
organisational service quality. 54% of the respondents identified that the level of 
integrity with which collegial interaction was engaged in was not maintained by 
officials. The researcher argues that the value aimed at the maintenance of social 
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cohesion by the Agency encapsulates the required interaction between officials in 
order to meet the mandate of the Agency as well as between officials and clients. The 
value social cohesion therefore encompasses all the other values stipulated by the 
SASSA. Social cohesion gives recognition to the maintenance of service quality in 
building shared values and the management of diversity within the agency. The 
findings indicated a tendency to conduct meetings in a language of the dominant racial 
component assembled at meetings and or the employee composition of the district. 
The findings indicates that a definitive organisational culture at regional level does not 
exist owing to minimal adherence by officials to the value system as well as issues 
related to the staff rations and work-load   
 
Meeting service needs involves a number of complexities therefore this study also 
took cognisance of regional cultural dominance in service provision. The regional 
cultural issues emerged as part of the investigation in respect of the socio-geographic 
differences in the districts studied. The power- distance of personal status as identified 
by Hofstede and Hofstede (2005:10) was evident in the process of data collection. 
Clients displayed a high prevalence of the power-distance relationship chiefly because 
they are beneficiaries and economically needy. This power-distance relationship was 
particularly evident in one rural district were clients were sampled in that they felt 
powerless to effect meaningful intervention with the SASSA officials to provide basic 
facilities. Furthermore the power-distance relationship between clients and SASSA 
officials was evident in the level of tolerance displayed in waiting areas for service and 
the number of repeat visits by clients for the same service as well as clients indicated 
that their complaints lodged will not be address by the officials. The power distance 
was also demonstrated in the qualitative findings that indicate that area managers in 
rural areas did not hold the necessary influence that led to the provision of the 
necessary facilities in rural areas.  
Finally, the analysis of the findings indicates that the assumptions which informed the 
development of the goals of this study have been confirmed in as far as the 
identification of the development of strategies to facilitate a client-centred approach to 
service delivery is concerned. The SASSA does have a Customer Care Charter which 
is informed by the national norms and standards policy for the delivery of social 
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assistance. This policy sets the framework for meeting service quality in the 
disbursement of social assistance. The findings indicates that a number of Batho Pele 
principles have complied with. However, differential levels of service quality is being 
maintained at the different offices sampled which hold implications for aspirations of 
standardization of service quality. The findings identify a number of service quality 
gaps which led to levels of dissatisfaction. The findings are also consistent with related 
studies carried out  
 
5.6 CONCLUSION 
This chapter presented the findings from data collected from the three sample groups 
which included clients, officials and various levels of management. The analysis  of the 
findings indicate a number of service quality gaps notably a performance gap in terms 
of that which is defined in norms and standards and the level of service quality met by 
officials. The consolidated discussion has set the basis for various conclusions to be 
drawn and recommendations to be made for improved service quality.   
Finally, the collation of the statistical mean of the likert-style statements indicates that 
management intervention is required in three pertinent areas that lend to levels of 
available tangible facets to meet service quality as well as levels of assurance and 
responsiveness with which clients are met during a service encounter. The ensuing 
chapter will draw conclusions based on the findings and make various 
recommendations.  
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CHAPTER 6 
 
SUMMARY, CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS 
 
6.1 INTRODUCTION 
This chapter will provide an overview of the findings of the study. The discussion will 
further reflect on the limitations experienced during the collection of data. 
Recommendations will be derived from the analysis and synthesis of the findings 
from the sample groups. The recommendations based on the analysis of findings will 
be directed at the national Department of Social Development, as well as to the 
SASSA national and regional office.  
The recommendations are directed at the SASSA national office, based on the 
national strategic priorities. The strategic priorities which informed this study include 
a client-centred approach to service delivery and the implementation of programmes 
and strategies aimed at uniformity and standardisation of operational areas.  
6.2  SUMMARY OF THE STUDY 
This study investigated various strategies adopted by the SASSA to implement and 
maintain service quality to enable a client-centred approach to service delivery to 
take effect. The maintenance of service quality in meeting social assistance is critical 
as the primary focus of the agency is to meet the needs of vulnerable groups. The 
study assessed the perception of clients and officials of service quality as pledged in 
the Customer Care Charter of the agency, as well as defined by the National Norms 
and Standards Policy for the Delivery of Service Quality in Social Assistance (2002).  
This study was framed around two of the three components of the Perceived Service 
quality (PSQ) model developed by Gronröos (1984) namely functional and image 
quality. The focus was principally on the process approach to grant administration 
leading to a service outcome that defined perceptions of satisfaction with the service 
quality experienced and the corporate image projected by the agency. The study 
focused on the five SERVQUAL dimensions (Parasurman, Zeithaml and Berry 1985) 
which relates to the experience and expectation of service quality by client.  
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The perception of service quality with social assistance was assessed in three of the 
largest districts within the province of the Eastern Cape namely, Nelson Mandela 
Bay, Amathole and OR Tambo. The methods employed in data collection were 
qualitative and quantitative. The sample group included senior, district and area 
managers, secondly officials who are involved in grant administration and customer 
care and lastly the clients themselves.  
The findings indicated marginal compliance with the Norms and Standards Policy for 
Delivery of Social Assistance (2002) in meeting service quality- consequently 
marginal compliance with the Batho Pele principles and the Customer Care Charter. 
Performance as well as communication gaps were identified which emanate from 
ineffective monitoring and evaluation of the functional systems by senior 
management. Additionally, and marginal compliance with the protocols of the 
Agency was detected. The key priorities of the SASSA as relates to this study, is the 
provision of client-centred service delivery by increasing access to social assistance 
services and standardisation of processes to facilitate grant administration. The 
findings confirm that the key priority to increased access to social assistance service 
has been achieved in terms of the number of programmes that have been 
implemented to provide a client-centred approach to service delivery. Furthermore, 
one of the success factors that SASSA Eastern Cape has realised is the 
improvement in turn-around time in that grant applications are processed within one 
day. The prescribed turnaround time from the national office has been revised from 
90 to 21 days at the time of this study (Memo 2012). The one-day turnaround time is 
met by most of the offices in urban and rural areas. However, the findings identified 
various challenges that affect the sustainability of the one-day turnaround time. The 
maintenance of the one-day turnaround is constantly under threat owing to 
inadequate availability of human and tangible resources due to ineffective 
monitoring.   
The findings indicate levels of dissatisfaction by clients and officials with the 
availability of tangible resources. The findings indicate that the provision of basic 
facilities such as toilets and adequate seating as well as ramps and lifts for the 
disabled was not available at some of the offices visited. The findings indicated that 
officials did not have access in some offices to computers, fax machines and cars to 
engage in outreach services. Furthermore, it affected the efficiency with which 
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service provision was met by officials. Service quality in rural area offices was 
particularly affected as these offices did not adhere to the norms and standards for 
basic facilities. The findings furthermore, revealed that an urban bias existed in that 
the perception held by officials is that urban offices were better resourced than the 
rural offices. The findings also point out that service offices in rural areas in particular 
experienced overcrowding on account of inadequate resources.  
According to the findings officials held the perception that there is a discrepancy in 
the understanding by the regional office in its application of the staffing model to 
districts. Officials held the perception that some district offices and service points 
have excess staff while other offices have inadequate staff to meet the service 
requirement. Furthermore, the findings demonstrate that officials occupying acting 
positions for lengthy periods of time have had a direct impact on ensuring 
managerial stability and compliance with protocols. The findings reveal that these 
officials did not feel that they could commit to the positions and their levels of 
authority were in question. The aforementioned finding as well as organisational 
structural issues such as the absence of support services at district offices and 
perceptions held by officials of heavy workload due to staff shortages has led to low 
staff morale. The findings, therefore, bear witness to the fact that intended 
standardisation is not being met due to the perceived urban bias in resource 
management.  
The number of social grants administered nationally as well as at regional level has 
increased. However, the findings show that functional systems have not kept abreast 
with the demand for social assistance. The clients were not satisfied with the 
timeliness with which services were provided as specified chiefly because functional 
systems are inefficient. Officials reported that the computer networks are not 
integrated which leads to the duplication of effort by officials. Furthermore, clients 
and officials reported that repeated network failure experienced affected the level of 
efficiency in service delivery.  
The findings are consistent with the challenges identified at national level by the 
SASSA in respect of various reports submitted to Parliament as well as annual 
performance reports. The findings at regional level are consistent with reports that 
indicate that the challenges with meeting service quality norms and standardisation 
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are not confined to the Eastern Cape only rather that they are experienced in varying 
degrees at offices nationally. The findings are furthermore corroborating previous 
research carried out at national level such as the CGAP G2P Research Project 
South Africa Country Report 2011 and the Clients satisfaction survey namely Citizen 
Talk conducted in 2011 by the Public Service Commission. The findings are also 
consistent with questions raised at parliamentary level and recommendations made 
by the Auditor General.  
6.3 CONCLUSIONS 
The following conclusions are drawn from the findings:  
The SASSA holds a strategic objective to be client-centred in its approach to service 
delivery. A number of programmes have been introduced to facilitate increased 
access to Social Assistance services in order to meet the needs of the most 
vulnerable groups of South Africa. The objective by the Agency to be client-centred 
in its approach to service delivery is being met by the demand for social assistance, 
both nationally and at regional level, in particular, the demand for child support 
grants as well as the care dependency grants. The necessity for maintenance of 
social justice and responsive governance in terms of poverty alleviation and 
reduction in South Africa is critical. Furthermore social grants are increased annually 
to keep pace with inflation levels (Devereux 2010:3). Furthermore, Devereux 
(2010:17) indicates that  
“…Although the government faces constant (often legitimate) complaints about its 
short comings in terms of service delivery, there is no doubt that the expansion of 
social protection …. through social grants as well as  progressive social legislation 
has been a remarkable and commendable achievement, and reflects  a degree of 
political commitment to social justices….” 
It can be concluded that the strategic priority is being met at regional level. However, 
it is important that national government as well as SASSA take cognisance of the 
economic viability of expansive growth of social assistance in relation to the 
efficiency with which service delivery is met. This assertion is made in respect of the 
identified provision of inadequate functional tools at regional level to facilitate 
efficient and effective service. Fundamentally, the demand for, and strategies that 
enable increased access to social assistance services require the implementation of 
efficient functional systems and effective monitoring thereof. The SASSA cannot 
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have a defined strategic priority to be client-centred and introduce programmes 
aimed at increased access to social assistance whence the functional efficiency of 
meeting social assistance needs is in question.  
The remit of this study was on the managerial aspects of service quality in terms of 
the provision of social assistance. The assumed relevance is in the development of 
appropriate norms that extend to service quality in social assistance to meet the 
specific needs of the vulnerable groups catered for. 
It is concluded that functional monitoring systems are not effectively implemented to 
facilitate periodic review of quality assurance in service provision. The National 
Norms and Standards Policy for Service Delivery in Social Assistance (2002) defined 
by the DSD is the benchmark for measurable service standards. It is fundamental 
that the applicability of measurable criteria is redefined periodically. The norms and 
standards were applied in service delivery when austerity measures were 
implemented. The researcher argues that the impact of austerity measures on 
service quality in relation to increased demand for social assistance was not 
projected. The implication was that analysis of demand and staff ratios was not taken 
into account. Furthermore, the analysis of the relationship that the impact austerity 
measures would have on meeting the needs of vulnerable groups in terms of the 
provision of basic facilities was not take into account prior to the implementation of 
austerity ,measures or monitored since it took effect. The definition of applicable 
service standards and commensurate staffing levels in relation to demand for 
services is critical to meeting service quality expectations created in respect of the 
Customer Care Charter as well as corporate branding messages received by 
prospective clients. 
It is concluded that it is critical that the SASSA management at regional level 
develop an organisational identity and culture to allow commitment to client-centred 
service delivery. The level of compliance with organisational protocols reported in 
this study such as adherence to the SASSA value system impacts on the level of 
satisfaction with which clients are met in a service encounter as well as the levels of 
integrity with which official interact with the business systems and each other.  
The institutionalisation of an organizational culture is important to show commitment 
to the SASSA value system that extends to the internal as well as external clients. 
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The value system should embrace diversity within the Agency and the different 
groups that are eligible for grants. The organisational culture fostered must lead to 
shared beliefs, expectations, values, norms and work routines that influence how 
officials on relate to one another and work together to achieve strategic goals 
developed. (George & Jones 2006: 60). It is important that managers are seen as 
engaging proactively in the task of managing their portfolios. It is crucial that 
managers are seen as accountable and proactive, and that delegation of authority 
should take place where appropriate. The implication is that task duplication should 
be minimised to alleviate mistrust among officials. However, any attempt to 
undermine delegated decision-making power should be discouraged, particularly in 
terms of effective organisational communication.  
Furthermore, perceptions of prevailing nepotism should be allayed and the practice 
of nepotism should be appropriately addressed. In addition, perceptions of poor work 
ethic, where it prevails amongst officials, should be addressed in respect of 
applicable warning systems provided in terms of relevant policies. The 
implementation of improved communication and more effective monitoring and 
evaluation system is critical  
The maintenance and integration of computer systems is critical to meeting improved 
service quality. The integration MIS and SOCPEN should be considered to minimise 
duplication of effort and ensure greater efficiency in grant administration. 
Furthermore, the implementation of IGAP for improved information flow will lead to 
efficiency and minimise potential fraud. The implementation of IGAP across the 
province should be fast-tracked to allow integration of information systems with other 
departments such as Health Labour and Home Affairs to allow officials to verify 
information.  
The findings suggest that specific areas require intervention to improve service 
quality. The management application of the SERVQUAL instrument identified three 
critical dimensions that require intervention for improved service quality in respect of 
the mean ranking of perceptions held by clients These dimensions include tangibility, 
responsiveness and assurance. The themes identified from the findings relate 
primarily to these three dimensions. Figure 36 presents the themes. 
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Figure 36: Service quality dimensions for improved service quality at SASSA 
It is concluded that the implementation of these functional areas and or improvement 
thereof will lead to levels of client satisfaction experienced. 
6.4  LIMITATIONS OF STUDY 
The following limitations were encountered during the collection of data: 
• This study was conducted during the period of reregistration of grants as 
well as implementation of new systems at the SASSA. The timing of the 
study in relation to the implementation of these processes therefore had an 
impact on the availability of managers to engage in discussion with the 
researcher.  
• The study was conducted in three of the largest districts in the Eastern 
Cape and not the entire province. The implication is that the researcher 
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may not be able to generalise the findings to other areas of the province 
and or to service quality levels maintained at national level. 
• Female clients at rural service points were hesitant to interact with the 
male field-workers. Furthermore, a language barrier was experienced in 
some areas during the collection of data. In these areas the researcher 
involved community development workers who assisted with translation 
and assisted the field workers with completion of the questionnaires. 
 
6.5  RECOMMENDATIONS  
The following recommendations are made to improve functional and image service 
quality:   
6.5.1.  Recommendations to improve the functional and image service quality.  
6.5.1.1 National government 
It is recommended that the implementation of functional systems is commensurate 
with the demand made on the provision of social assistance. The implementation of 
functional systems relates to a wide spectrum of areas which include expansive 
automation, an increase in skilled human resources and periodic training of staff.   
The SASSA has focused on expansive standardisation of service delivery which has 
not been met at regional level. The emphasis on regional standardisation and 
uniformity can only be addressed where the differentiation of relevant and current 
data on rural and urban physical as well as human resources scenarios exists. 
6.5.2.  Recommendations to SASSA Regional Office 
The following recommendations are made to improve service quality at regional 
level. 
The findings reveal that it is of crucial importance that the implementation and 
maintenance of levels of functional service quality at SASSA in the Eastern Cape is 
improved. These recommendations are aimed at the consolidation of an internal 
identity and an organisational culture. In terms of this study they are directed at the 
196 
 
SASSA regional office. It is advised that the national office take cognisance thereof 
as the reports reviewed indicate that the findings which informed these 
recommendations are not only confined to the Eastern Cape but apply to other 
provinces as well. 
6.5.2.1 Budget planning 
The SASSA national office should improve budget planning to enable resource 
allocation to facilitate efficiency in the functional aspects of social assistance. 
Budget planning must be aimed at the improved implementation and monitoring of 
functional systems which are commensurate with the expectations set by national 
government and the strategic priority of SASSA for increased access to social 
assistance services. Budget planning should therefore incorporate identified and 
strategic training initiatives to develop the skills component and efficiency of officials. 
In addition the availability of functional tools and available staff-levels commensurate 
to the demand made for social assistance. 
The process of budget planning should take into account the training of staff in 
monitoring and evaluation as well as compliance with protocols of the Agency. The 
training should specifically focus on the necessity for implementation of aspects such 
as quality assurance in grant administration.  
 
6.5.2.2 Compliance to the Customer Care Charter  
It is recommended that management at regional level facilitate compliance to the 
Customer Care Charter in respect of the provision of the availability of physical 
infrastructure for clients to demonstrate compliance with the core focus of the 
SASSA.  
It is recommended that Customer Care Charters are displayed in readable format by 
clients and officials at all offices across the province.  
It is recommended that effective monitoring and evaluation must be directed at 
minimising the resource bias between rural and urban areas and improving 
standardisation.  
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6.5.2.3 Automation and integration of systems 
It is recommended that the SASSA fast- track increased automation to ensure 
improved efficiency in grant administration.  
It is further recommended that the integration of MIS and SOCPEN be considered to 
minimise duplication of effort and ensure greater efficiency in grant administration.  
 
6.5.2.4 Organisational communication:  
It is recommended that organisational communication at regional level is improved in 
order to develop improved maintenance of internal service quality in terms of 
compliance to organisational protocols and definition of an organisational culture.  
The format of communication should be internal and external as well as 
interdepartmental. The process of internal communication should be vertical and 
horizontal as well as top-down and bottom up to develop an understanding of issues 
that impact negatively and positively on the provision of service quality in grant 
administration. The process to improve communication is therefore recommended as 
follows: 
Communication with officials: Regular formal and, where appropriate, informal 
consultative processes and interaction should take place between management and 
officials to reaffirm the value system, core purpose and key priorities of the agency. 
Furthermore regular formal departmental or unit meetings are important to assist 
with the development of strategies for corrective action where the need is identified 
and are aimed to team-work to meet the value of a social cohesion aimed at clients 
and officials.  
Furthermore, the following recommendations are made in respect of communication 
and information handling in terms of the assessment of the perceptions of 
experiences and expectations of clients.  
Communication with current and prospective clients It is recommended that the 
SASSA consider the implementation of a user-friendly regional webpage and portal 
that communicates relevant information to clients who have access to the Internet or 
wish to access the Internet on behalf of prospective clients.  
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It is recommended that the complaints and appeal procedure available to clients 
should be displayed and be accessible to clients in the relevant provincial languages.  
It is recommended that the SASSA consolidate the engagement with prominent 
community members, non-governmental organisations and non-profit organisations 
within the communities where services are provided. It is important that  SASSA in 
the interest of fostering a client-centred approach engage in continuous out-reach 
programmes by engaging with local councillors as well as traditional leaders to 
inform prospective clients of the availability of social assistance services as well as 
to build levels of confidence in  service points nearest to clients. Furthermore, to 
disseminate information of the nearest SASSA service point and or of scheduled 
visits of mobile teams to reduce the number of repeat visits for the same service is a 
vital step to be take.  
It is recommended that the SASSA consider the implementation of SMS also 
referred to as short messaging services to communicate with clients who have 
access to cell-phone technology. Communication with existing clients of the SASSA 
via short messaging services can be to inform of new developments relating to 
reregistration processes or notifications to visit local offices in relation to grant 
applications. Messages to new clients who have lodged grant implication can be to 
inform of the application status of the application 
 
Monitoring and evaluation: It is important that management at the SASSA improve 
the monitoring and evaluation of services to meet levels of satisfaction with service 
outcomes as well as demonstrate compliance with the Customer Care Charter and 
the Batho Pele principle. It is recommended that the Integrated Results-Based 
Monitoring and Evaluation framework is implemented across the province and that 
levels of awareness are created of the framework is created amongst all officials. 
Furthermore, that management accountable for monitoring and evaluation are 
trained accordingly.  
The implementation of monitoring and evaluation systems is critical to maintaining 
improved functional systems. The fundamental importance is captured in table 33 
which reflects the power of monitoring and evaluation 
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 Table 30: The power of measuring results 
• If you do not measure results, you cannot tell success from failure. 
• If you cannot see success, you cannot reward it. 
• If you cannot reward success, you are probably rewarding failure. 
• If you cannot see success, you cannot learn from it. 
• If you cannot recognize failure, you cannot correct it. 
• If you can demonstrate results, you can win public support 
Source: Osborne & Gaebler 1992. 
Periodic monitoring of all areas that are related to grant administration will lead to 
improved service quality. It is critical that all areas are tracked over time. These 
areas include financial, human and physical resources. It is important that all officials 
understand the development and maintenance of key performance indicators in 
defining measurable service quality in grant administration. The process of 
monitoring should take into account a prior scenario assessment as well as ex post 
facto scenario assessment to meeting service quality needs on a quarterly basis.  
The aprior assessment should take into account the following issues to establish 
baseline information: 
• What are the sources of data? 
• Why will the data be collected? 
• Which data collection methods will be utilized? 
• The frequency of data collection 
• The cost and time involved in data collection 
• How will the data be reported? 
Monitoring is short term and is related to clarifying programme objectives by linking 
activities and resource objectives into measurable indicators. Evaluation is medium 
to long-term aimed at exploring the achievement of intended results in relation to 
unintended results derived (Kusek & Rist  2004:107; Howlett et al  2009: 185).  
In principle the process of monitoring service quality should be owned by the officials  
and the data derived should be credible. The systems implemented for monitoring of 
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service quality should take into account areas where achievement has been 
identified as well as areas where problem areas have been identified. Therefore it is 
of critical importance that monitoring is a co-ordinated process which takes in 
account systematic identification of problem areas as well a reporting the findings. 
Monitoring should be impartial, and useful, aimed at feedback, therefore the 
strategies developed to facilitate monitoring should be aligned to the correct 
objectives in this study the appropriate service standards. In addition all stakeholders 
should be involved in the processes. Furthermore, it is critical that officials tasked 
with monitoring and evaluation understand the different types of monitoring as 
related to their competency areas which includes cost-benefit analysis, effort and 
efficiency as well as performance monitoring that lend to developing an overall 
indication of measurable performance and service quality maintained.  
In addition, that the various levels of management tasked with monitoring and 
evaluation hold knowledge of the timeframes and  the necessity for developing 
periodic reports that indicate the measurability of service standards specific to their 
competency. These reports and strategies employed to develop them which will 
include computed statistical evidence as well as related needs and risk factors. The 
distinction between monitoring and evaluation must be recognized however that they 
are complimentary Kusek & Rist  2004:194; Howlett et al  2009: 200).  
6.5.2.5 Organisational structure  
It is recommended that elementary support services such as human capital 
development services are placed at district offices. The provision of human capital 
development services at district level that engages with officials and acts as the 
liaison between district and regional level will allow for effort efficiency in that 
managers will be able to focus more on core functional areas.  
6.5.2.6 Training 
It is fundamental that officials receive periodic training to create awareness and 
familiarity with relevant protocols that regulate work processes and collegial 
interaction. The maintenance of a talent inventory which is annually revised is crucial 
as it identifies available skills as well as gaps within the organisation. Furthermore, 
the fluidity and impartiality with which the performance management and 
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development system are implemented and maintained will, on an annual basis, 
reveal skills gaps. It is therefore important for the maintenance of service quality 
projected to internal and external clients that continuous relevant training is 
implemented where appropriate. The analysis of the findings identified pertinent 
areas for training and skills development of officials. The following training areas are 
recommended: 
Sign language: It is important that at least two officials are trained at each of service 
offices to enable more effective empathetic engagement with disabled clients. The 
reference to empathic implies the comprehension of current and geographic specific 
issues that affect the disabled. It is recommended that screening officers are trained 
in sign language. The importance of the availability of these dedicated officials is in 
meeting the core function of the Agency as well as the strategic priority focused on 
client-centred service provision. 
Language enrichment: This recommendation is made based on a prevailing 
tendency revealed in the findings to conduct meetings and briefing sessions in the 
language of the dominant group of composition assembled or of the district.   
It is recommended that language enrichment is provided for all SASSA employees in 
the dominant languages of the province so as to enable them to communicate with 
clients as well as officials from the diverse racial groups of the province as well as 
with each other as fluently as possible. 
Computer skills:  Computer training in relevant areas such as SOCPEN and IGAP is 
important in terms of improved the effectiveness and efficiency with which 
applications are addressed.  
 
Customer-care: It is recommended that officials are exposed to customer care 
training programmes to improve the commitment of officials to a client-centric service 
delivery. This customer training should focus on the Batho Pele principles however 
should also be based on the needs of the different vulnerable groups that officials 
engage with. These courses should acknowledge the different types of vulnerable 
groups and be able to sensitive officials to be empathetic to these needs. Critical 
elements of such courses should therefore be listening, time-management skills and 
professional conduct within the office environment.   
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 Furthermore, it is recommended that officials are exposed to training in call service 
etiquette. The implication is that call-centre operators should be trained to have basic 
knowledge of all the new strategies implemented in grant administration. These 
officials should be trained engage with clients professionally within the shortest time 
by providing necessary information and or to channel queries.  
 
6.5.2.7 Staffing levels and work flow  
It is crucial that staffing levels are commensurate with the demand for service in a 
particular area. Therefore effective monitoring of service needs is critical as well as 
timely sustainable intervention by management, in particular in offices that 
experience overcrowding. The identification of service needs include the monitoring 
on regular intervals of the number of clients who access the service offices daily over 
a period of time. This monitoring should take into account the applications processed 
as well as clients who visited the offices for information.  
The following recommendations are made in relation to perceptions on staffing and 
related workflow processes: 
The appointment of permanent staff: It is important for managerial stability that 
individuals occupying acting positions are only appointed to these positions for a 
limited period of time or as prescribed by legislation.  
It is recommended in the best interest of organisational stability that the appointment 
of permanent staff is fast-tracked where acting positions have been created. The 
appointment of permanent staff will lead to stability in operations and commitment to 
client-centred service delivery.  
It is recommended that the misconceptions that emanate from the application of this 
model staffing model is addressed in a consultative manner between district 
managers and the regional office. 
More than one team leader should be appointed at screening and verification levels 
in offices that experience high volumes to facilitate monitoring of levels of functional 
service quality.  
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Appointment of support staff: It is recommended that dedicated help-desk officials 
and queue walkers are assigned to assist the screening officers. In order to maintain 
client-centred approach to service delivery as well as demonstrate efficiency in work-
flow process that minimize waiting time as well assist with communication flow. The 
relevance of a dedicated help-desk is that the needs of elderly infirm as well as the 
disabled clients can also be addressed special needs while visiting the offices. 
Furthermore, the availability of an in-house Commissioner of Oath will reduce the 
number of repeat visits to the office by clients. 
It is recommended that dedicated IT technicians are stationed at district offices. 
Efficient workflow in grant administration: It is important that the SASSA align 
efficient workflow processes to the demand for social assistance and more services 
aimed a client-centred approach is implemented. The alignment of workflow should 
be in terms of the new service delivery model implemented in that the number of 
work processes should be aligned to the ratio’s of available staff in relation to the 
proportional demand. It is therefore recommended that clarification is sought in terms 
of the recognition of the number of steps involved in the model. 
Furthermore attention to improved workflow patterns will lead to address areas of 
over-crowding and the number of repeat visits to the office. It is recommended that 
the SASSA management engage in consultative processes to introduce a culture of 
staggered tea and lunch-breaks in all offices and these should be adhered to. 
Furthermore, it is important for effective and efficient service delivery that a period 
during is created when officials have time to consolidate administrative functions to 
avert backlogs and errors.  
 
6.5.2.8 IT and network management  
A strategic priority for the SASSA for the period of 2011 to 2015 is increased 
automation; therefore a fluent and efficient network is imperative for maintaining 
levels of effective service quality for client satisfaction. The following 
recommendations are made in terms of information technology and network 
maintenance:  
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The provision of efficient bandwidth availability: The improvement of the computer 
network and increased bandwidth is important to minimise level of unscheduled 
network downtime. Furthermore, the length of network downtime, where it is 
scheduled should be communicated to all the relevant stakeholders. Furthermore, 
downtime for network maintenance should be scheduled outside of business hours. 
6.5.2.9 Maintenance of physical facilities  
It is recommended that SASSA actively compliance with the norms set for the 
maintenance of buildings. They must engage in timely consultation with relevant 
stakeholders to facilitate the maintenance of buildings to ensure the SASSA 
buildings are conducive to service delivery and upholding the human dignity of 
clients by meeting the needs in particularly of the elderly and infirm.  
6.5.2.10 Provision of basic facilities for clients 
It is that basic facilities are provided at service offices that are aim at upholding the 
human dignity of vulnerable groups. It is critical that the Agency uphold the dignity of 
clients in that management planning and monitoring take into account the availability 
of facilities for access by the disabled as well as the provision of adequate basic 
facilities that of and minimise the overcrowding of offices.  
Furthermore, it is recommended management deem the availability of basic 
functional tool for officials as critical to the maintenance of effective and efficient  
grant administration. These functional tools include access to fax machines, 
computers and photo-copiers. . 
6.5.2.11 Devolution of decision-making to district offices: District managers 
have decision-making power in as far as recommending corrective measures in 
terms of service delivery are concerned. They may revise their grant administration 
teams as necessary to address pertinent issues such as backlogs experienced in the 
districts. It is recommended that district offices be provided with defined discretionary 
means to offset basic requirements that affect service quality.    
6.5.3  Recommendations future research  
The following recommendations based on the findings are directed at future 
research:  
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Longitudinal client satisfaction surveys: A number of programmes and systems 
were implemented while this study was being conducted aimed at a client-centred 
approach to service delivery. It is therefore recommended as an evaluation 
mechanism that a longitudinal client satisfaction study is conducted to establish the 
benefits, short-coming and emergent issues from the implementation of these 
programmes. The survey should in essence establish the level of client satisfaction 
with levels of service quality maintained in terms of the new programmes. 
Review of the norms and standards: It is important that the relevance and 
applicability of the national norms and standards that are aimed at service delivery in 
social assistance across all provinces are reviewed. Research should be conducted 
in respect of the growth in social assistance to determine the applicability of the 
norms and standards in an attempt to facilitate improved service quality planning to 
meet specific social assistance needs. The requirement for child support exceeds 
the requirements for old age pension and the disabled. However, these groups have 
specific needs when visiting service offices that extend beyond the provision of 
ramps and custom designed basic facilities. These groups are part of the client 
cohort that wait for extended periods for services and or are subjected to repeat 
visits to the offices. Research should therefore be conducted in terms of the special 
service quality needs of disabled and the infirm applicable to service encounters at 
public service offices.  
Applicability of the organisational structure: DSD as the parent body in respect 
of statutes is responsible for financial and managerial oversight. It is recommended 
that further research should be conducted in terms of the organisational structure in 
countries where similar agency arrangements exist to establish the level of 
accountability and managerial intervention in the operations of grant administration. 
It would lastly be of interest to study the cultural and community cues that influence 
service encounters in the provision of social assistance. 
 
6.6 CONCLUSION 
The recommendations made stem from the analysis of findings of perceptions of 
experiences and expectations of service by clients as well as that which is 
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implemented and maintained by officials. The perception of officials of service quality 
was assessed in respect of their interaction with the business systems of the 
SASSA. The recommendations are made to improve service quality at the SASSA 
for increased levels of service quality. The focus of the recommendations derived is 
in the improvement of functional and image service quality at regional level. 
However, an analysis of related reports indicates that the recommendations derived 
are relevant to SASSA offices nationally. 
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EASTERN CAPE REGION 
1ST DRAFT OPERATIONAL PLAN 
2011-12 
 
 
BRANCH: OFFICE OF THE REGIONAL EXECUTIVE MANAGER 
Output Perfor
mance 
Indicat
or 
Base 
line 
Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budge
t 
Target MOV Budget 
Corporate 
Governan
ce 
Framewor
k 
Implement
ed 
% 
governa
nce 
structur
es 
implem
ented. 
80% 
governa
nce 
structure
s 
100% 
Regional 
Governance 
Structures 
Implemente
d. 
 25% 
Regional 
Governanc
e 
Structures 
Implemente
d. 
Resolution
s, terms of 
reference 
of 
structures 
& agenda 
 50% 
Regional 
Governance 
Structures 
Implemente
d. 
Minutes, 
terms of 
referenc
e of 
structure
s& 
agenda 
 75% 
Regional 
Governanc
e 
Structures 
Implemente
d 
Minutes, 
terms of 
referenc
e of 
structur
es& 
agenda 
 100% 
Regional 
Governa
nce 
Structure
s 
Impleme
nted. 
Minutes, 
terms of 
referenc
e of 
structur
es & 
agenda 
  
% 
governa
nce and 
service 
delivery 
oversig
ht plan 
implem
ented. 
100% 
governa
nce and 
service 
delivery 
oversigh
ts 
100% 
Implementa
tion of the 
Governance 
and Service 
Delivery 
oversight 
plan 
implemente
d. 
 Governanc
e and 
Service 
Delivery 
Oversight 
Plan 
developed 
and 
approved. 
Resolution
s and 
programm
e of 
oversights 
 50% 
implementat
ion of the 
Governance 
and Service 
Delivery 
Oversight 
plan 
implemente
d. 
Resoluti
ons and 
program
me of 
oversight
s 
 75% 
implementa
tion of the 
Governanc
e and 
Service 
Delivery 
Oversight 
plan 
implemente
d. 
Resoluti
ons and 
program
me of 
oversigh
ts 
 
 
100% 
impleme
ntation of 
the 
Governa
nce and 
Service 
Delivery 
Oversight 
plan 
impleme
nted. 
Resoluti
ons and 
program
me of 
oversigh
ts 
  
% 
Partner
ship 
framew
ork 
implem
ented 
 100% 
implementat
ion of 
Strategic 
Partnership 
implemente
d. 
 100% 
implementa
tion of 
Strategic 
Partnership 
implemente
d. 
Resolution
s 
 100% 
implementat
ion of 
Strategic 
Partnership 
implemente
d. 
Resoluti
ons 
 100% 
implementa
tion of 
Strategic 
Partnership 
implemente
d. 
Resoluti
ons 
 100% 
impleme
ntation of 
Strategic 
Partners
hip 
impleme
nted. 
Resoluti
ons 
  
% 
Priority 
Project 
Implem
ented 
80% 
special 
projects 
impleme
nted 
100% 
Priority 
Projects 
Implemente
d. 
 Priority 
Projects 
identified 
and project 
teams 
appointed. 
List of 
projects & 
appointme
nt letters  
 50% of 
Priority 
Projects 
implemente
d 
List of 
projects 
& 
appointm
ent 
letters 
 75% 
Priority 
Projects 
Implemente
d. 
List of 
projects 
& 
appoint
ment 
letters 
 100% 
Impleme
ntation of 
Priority 
Projects 
List of 
projects 
& 
appoint
ment 
letters 
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BRANCH: FRAUD AND COMPLIANCE 
Output Perfor
mance 
Indicat
or 
Base 
line 
Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Integrity 
Model 
Implement
ed 
% of 
social 
grants 
verified 
 6000 social 
grants 
verified for 
validity 
136 500   34 125 50% 
grants 
verified 
for 
validity 
Informati
on as per 
electroni
c register 
and on 
hard 
copy 
34 125 75% 
grants 
verified 
for 
validity 
Informati
on as per 
electroni
c register 
and on 
hard 
copy 
34 125 100% 
grants 
verified for 
validity 
Informatio
n as per 
electronic  
register 
and on 
hard copy  
34 125  
Number 
of 
corporat
e 
complia
nce 
inspecti
ons 
conduct
ed 
 30 
Corporate 
compliance 
inspections 
conducted 
50 000    15 
Offices 
inspected 
as per the 
corporate 
inspectio
n model 
(including 
internal 
audit 
inspectio
ns) 
Inspectio
n report 
on the 10 
offices 
inspecte
d 
 
 
 
15 000 10 
Offices 
inspecte
d as per 
the 
corporat
e 
inspecti
on 
model 
(includin
g 
internal 
audit 
inspecti
ons) 
Inspectio
n report 
on the 10 
offices 
inspecte
d 
 
 
 
15 000 5  Offices 
inspected 
as per the 
corporate 
inspection 
model 
(including 
internal 
audit 
inspection
s) 
Inspection 
report on 
the 10 
offices 
inspected 
 
 
 
15 000  
Compili
ng of 
Fraud 
Preventi
on Plan 
for the 
Eastern 
Cape 
 Fraud 
Prevention 
Plan, 
finalized. 
10 000 Analysi
s of 
existing 
fraud 
informat
ion for 
ascertai
ning of 
risks 
and risk 
areas 
 
Risk 
Register 
compiled 
and 
submitted 
monthly, 
quarterly 
and annual 
 
2 000 Identificat
ion of 
risks with 
fraud and 
corruption 
in three 
districts 
with 
highest 
risks area 
Risk 
Register 
compiled 
and 
submitte
d 
monthly, 
quarterly 
and 
annual 
(3 
districts) 
2 000 Identific
ation of 
risks 
with 
fraud 
and 
corruptio
n in four 
districts 
 
Risk 
Register 
compiled 
and 
submitte
d 
monthly, 
quarterly 
and 
annual 
(4 
districts) 
2000 Compilatio
n and 
finalization 
of the 
Fraud 
Prevention 
Plan. 
  
 
Fraud 
Prevention 
Plan rolled 
out to all 7 
districts.  
 
Risk 
Register 
compiled 
and 
submitted 
monthly, 
quarterly 
and 
annual 
4000  
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Output Perfor
mance 
Indicat
or 
Base 
line 
Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Number 
of fraud 
cases 
identifie
d and 
referred 
to law 
enforce
ment 
agencie
s 
 625 
identified 
fraud cases 
referred for 
investigatio
ns 
320 000 100 
investig
ations 
complet
ed 
during 
this 
quarter 
Electronic 
and hard 
copy fraud 
register e 
cases 
 
80 000 175 
investigati
ons 
complete
d during 
this 
quarter 
Electroni
c and 
hard 
copy 
fraud 
register 
 
 
 
 
 
80 000 175 
investig
ations 
complet
ed 
during 
this 
quarter 
Electroni
c and 
hard 
copy 
fraud 
register 
 
 
 
80 000 175 
investigati
ons 
completed 
during this 
quarter 
Electronic 
and hard 
copy fraud 
register 
 
 
 
 
 
80 000  
Number 
of cases 
receive
d via 
National 
for the 
Public 
Service 
Commis
sion 
Fraud 
cases 
 40 National 
Received 
cases 
investigate
d and 
handed 
over to 
relevant 
agency 
40 000 Ten 
(10)I 
investig
ations 
complet
ed 
during 
this 
quarter 
Electronic 
and hard 
copy fraud 
register e 
cases 
Electronic 
Debt 
Register  
10 000 10 
investigati
ons 
complete
d during 
this 
quarter 
Electroni
c and 
hard 
copy 
fraud 
register e 
cases 
 
 
Electroni
c Debt 
Register  
10 000 10 
investig
ations 
complet
ed 
during 
this 
quarter 
Electroni
c and 
hard 
copy 
fraud 
register e 
cases 
 
 
Electroni
c Debt 
Register  
10 000 10 
investigati
ons 
completed 
during this 
quarter 
Electronic 
and hard 
copy fraud 
register e 
cases 
Electronic 
Debt 
Register  
10 000  
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BRANCH: CORPORATE SERVICES    
Output Performan
ce 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budge
t 
Target MOV Budge
t 
Effective 
and 
efficient 
managem
ent and 
developm
ent of 
Human 
Capital 
% Optimal 
Utilization 
of staff 
75% 
complianc
e 
 
 
 
 
 
 
 
 
 
95% 
Compliance 
with PMDS 
Policy   
 
 
 
 
 
Nil 95%% 
Contracts 
submitted 
& quality 
checked 
Contrac
t 
Summa
ry 
Report 
(for 7 
Districts 
and 1 
Regiona
l Office). 
 
Nil 95% 
Reviews 
submitted 
 
 
Compli
ance 
Report 
 95% 
Reviews 
submitte
d 
 
Complia
nce 
Report 
Nil 95% 
Performanc
e Reviews  
and Annual 
Assessmen
ts 
submitted 
PMDS 
Report 
 5% risk 
related to 
movement 
of staff and 
turnover 
 
Lapses in 
PMDS 
culture, 
within 
certain 
offices 
% 
implementa
tion of the 
Regional 
Training 
and 
Developme
nt Priorities 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
100% 
Regional  
Training 
Priorities 
implemente
d. 
 25% 
Regional 
Training 
and 
Developm
ent 
Priorities 
Implement
ed 
 
 
Training 
Report 
500 000 50% 
Regional 
Training and 
Developmen
t Priorities 
Implemente
d 
 
 
 
 
 
 
Trainin
g 
Report 
 75% 
Regional 
Training 
and 
Develop
ment 
Priorities 
Impleme
nted 
 
Training 
Report 
 75% 
Regional 
Training 
and 
Developme
nt Priorities 
Audit 
Report 
 Cooperation, 
of all project 
managers 
identified for 
training. 
Skills 
Audit for 
Finance 
Staff in 
the 
Region 
  100% 
Training of 
Finance 
Staff 
Trained 
  Appointment 
of Service 
Provider by 
Head Office 
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Output Performan
ce 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budge
t 
Effective 
& efficient 
Managem
ent and 
develop- 
mint of 
Human 
Capital 
% 
implementa
tion of the 
Regional 
Training 
and 
Developme
nt Priorities 
 100%  
Implementat
ion of 
internship 
programme 
 100%  
monitoring 
of 
internship 
programm
e 
Quarterly 
Reports 
 
 
 
 100%  
monitoring 
of 
internship 
programme 
Quarterly 
Reports 
 
 Appoint 
ment and 
induction of 
interns 
Approved 
submissi
on 
 100%  
monitori
ng of 
internshi
p 
program
me 
Quarterl
y  
Reports 
  
% of critical 
funded 
posts filled. 
Current 
report on 
critical 
posts 
demands. 
100% filling 
of critical 
funded 
vacancies 
identified 
and filled 
 30% of  
targeted 
funded 
vacancies 
filled 
Filled 
Critical 
Posts 
Report 
 
 
 80% of  
targeted 
funded 
vacancies 
filled 
Filled 
Critical 
Posts 
Report 
 
 
 95% of  
targeted 
funded 
vacancies 
filled 
Filled 
Critical 
Posts 
Report 
 
 
 100% of  
targeted 
funded 
vacanci
es filled 
Filled 
Critical 
Posts 
Report 
 
 Budget 
Allocation 
for filling of 
posts 
% Leave 
data 
rationalized 
(ORACLE, 
Attendan 
ce, and 
Manual 
Leave 
Forms). 
Leave 
data, 
existing 
without 
rationaliz
ation in 3 
forms. 
100%  
Leave Data 
Rationalized
. 
 
 100%  
Leave 
Data 
Rationaliz
ed. 
 
Oracle 
reports 
 100%  
Leave Data 
Rationalize
d. 
 
Oracle 
reports 
 
 
 
 
 100%  
Leave Data 
Rationalize
d. 
 
Oracle 
reports 
 100%  
Leave 
Data 
Rationali
zed. 
 
Oracle 
reports 
 Employees 
taking 
leave 
without 
credit leave 
available 
 
 
 
% Maintain 
ace of HCM 
registry 
 HCM 
data in 
Registry 
updated. 
100% HCM 
–Personnel 
Registry 
Maintained. 
 25% HCM 
–
Personnel 
Registry 
Maintaine
d 
Audit 
Report 
 
 
 50% HCM 
–Personnel 
Registry 
Maintained 
Audit 
Report 
 75% HCM 
–Personnel 
Registry 
Maintained  
Audit 
Report 
 100% 
HCM –
Personn
el 
Registry 
Maintain
ed 
Audit 
Report 
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Output Performan
ce 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budge
t 
Effective 
& efficient 
Managem
ent and 
develop- 
mint of 
Human 
Capital 
Regional 
Wellness 
Plan 
Implemente
d. 
 Regional 
Wellness 
Plan 
Implemente
d for 78 
Managers 
 
 Climate 
Survey 
conducted 
in all 7 
District 
and 1 
Regional 
Office. 
Wellness
-Survey 
Report 
 Capacity 
Building on 
Early 
Identificatio
n of 
candidates 
for EWP for 
all 
39manager
s in 
3offices 
Manage
ment 
Report 
 Capacity 
Building on 
Early 
Identificatio
n of 
candidates 
for EWP for 
al 39 
managers 
in 4 offices 
Impleme
ntation 
Report 
    HCM 
Regional 
Office 
Office 
Support 
% 
compliance 
with Code 
and 
Disciplinary 
Code of 
Conduct. 
Reported 
cases  
100%Compl
iance  with 
Disciplinary 
code and 
code of 
conduct 
 
 100%Com
pliance  
with 
Disciplinar
y code 
and code 
of conduct 
 
 
List of 
finalized 
cases  
 
 
 
 
 
 100%Comp
liance  with 
Disciplinary 
code and 
code of 
conduct 
 
 
 
 
List of 
finalized 
cases  
 
 
 
 
 
 
 100%Comp
liance  with 
Disciplinary 
code and 
code of 
conduct 
 
 
 
 
List of 
finalized 
cases  
 
 
 
 
 
 
 
 100%Co
mplianc
e  with 
Disciplin
ary code 
and 
code of 
conduct 
 
 
 
List of 
finalized 
cases  
 
 
 
 
 
 
 Delay in 
finalizing 
appeals. 
Financial 
misconduct 
cases not 
referred to 
Labour 
Relations 
Unit. 
Employee 
Relations 
Survey. 
Minutes 
of 
meetings  
 
 
 
 
 
 Regional 
Labour 
Relations 
Turnaround 
Plan 
Minutes 
of 
meetings  
 
 Priortised 
Elements 
of the 
Labour 
Relations 
Plan 
implemente
d. 
Minutes 
of 
meetings 
with 
stakehold
ers 
 Priortise
d 
Element
s of the 
Labour 
Relation
s Plan 
impleme
nted. 
Data 
Base 
 Unwillingne
ss of 
managers/
Supervisor
s to chair 
and initiate 
disciplinary 
hearings 
 
 
 
25% of 
lodged 
grievance 
resolved 
 
Grievanc
e 
LogBook 
Nil 50% of 
lodged 
grievance 
resolved 
 
Grievanc
e 
LogBook 
Ni 
 
 
 
 
75% of 
lodged 
grievance 
resolved 
 
Grievanc
e 
LogBook 
Nil 100% of 
lodged 
grievanc
e 
resolved 
 
Grievanc
e 
LogBook 
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Output Performan
ce 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budg
et 
Target MOV Budget Target MOV Budget Target MOV Budg
et 
Effective 
& efficient 
Managem
ent and 
developm
ent of 
Human 
Capital 
% 
compliance 
with Code 
and 
Disciplinary 
Code of 
Conduct. 
Results of 
audit on 
the 
identificati
on of 
Barriers 
to 
Employm
ent Equity 
100% of the 
EE Plan & 
Strategy 
priorities 
implemente
d 
 1REECF 
structure 
established 
and trained 
Terms of 
Referen
ce  
 
Appoint
ment 
Letters 
 Regional 
Priorities 
identified 
and action 
plan 
developed 
EE 
Report 
 75% of the 
EE Plan & 
Strategy 
priorities 
implemente
d 
EE 
Report 
 100% of 
the EE 
Plan & 
Strategy 
priorities 
implemen
ted 
EE 
Report 
  
Effective 
and 
efficient 
managem
ent of 
facilities 
and 
auxiliary 
support 
services 
Updated 
Fixed Asset 
register 
 
 
 
53 
SASSA 
owned 
offices 
leased 
and 30 
Shared 
Offices. 
 
 
 
100 % 
Updated 
Fixed Asset 
register and 
leases 
reconciled 
71,380 100 % 
Fixed Asset 
register 
updated 
and 
submitted 
to H/O and 
all leases 
reconciled. 
Copy of 
the 
Asset 
Register 
available 
 100 % Fixed 
Asset 
register 
updated and 
submitted to 
H/O and all 
leases 
reconciled. 
Asset 
Register 
available 
 100 % 
Fixed 
Asset 
register 
updated 
and 
submitted 
to H/O and 
all leases 
reconciled. 
Asset 
Registe
r 
availabl
e 
 100 % 
Fixed 
Asset 
register 
updated 
and 
submitted 
to H/O 
and all 
leases 
reconcile 
Asset 
Register 
availabl
e 
 
 
 
 
 
 
 NDPW 
Billing 
system 
Number of  
Office 
Acquired.  
 
Dilapidate
d Park 
homes 
Regional 
Office 
accommo
dation 
due to 
expire. 
 
 
  
14 Office 
Space 
Acquired. 
 9 New 
Offices 
Acquired 
(including 2 
Thusong 
Centers, 1 
Amathole 
Districts, 1 
Metro, and 
5 Special 
Parkhomes
). 
Signed 
lease 
agreeme
nt and  
Asset 
Register 
 5 New 
Office 
Space 
Acquired (1 
Regional 
Office plus 
MIS 
Registry and 
4 Special 
Parkhomes) 
Signed 
lease 
agreeme
nt and 
Asset 
Register 
       NDPW, 
Processes 
with 
SASSA 
head 
office. 
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Output Performanc
e Indicator 
Base 
line 
Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budg
et 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budget 
Effective 
and 
efficient 
manage
ment of 
facilities 
and 
auxiliary 
support 
services 
Number  of 
SASSA 
owned and 
Shared 
Office 
Audited for 
OHS 
Compliance 
 
 
OHS 
Act and 
regulatio
ns Non 
Complia
nce 
83 
SASSA 
owned 
and 
Shared 
Office 
Audited 
for OHS 
Complian
ce 
 33 SASSA 
owned and 
Shared 
Office 
Audited for 
OHS 
Complianc
e 
OHS 
Complia
nce Audit 
report 
 25 
SASSA 
owned 
and 
Shared 
Office 
Audited 
for OHS 
Complian
ce 
OHS 
Complian
ce Audit 
report 
 25 SASSA 
owned 
and 
Shared 
Office 
Audited for 
OHS 
Complianc
e 
OHS 
Complian
ce Audit 
report 
 OHS 
Complianc
e Report, 
and 
Mitigation 
Plan 
Defined. 
 
 
OHS 
Complian
ce Audit 
report 
 Capacity 
on SHE 
reps 
Number of 
offices 
revitalized 
under the 
Fixed 
Revitalizatio
n and 
Maintenance 
Plan 
20 
dilapidat
ed 
offices  
20 
SASSA 
Office 
Revitalize
d and 
Adhoc 
General 
Maintaine
d Plan 
implemen
ted. 
2,891 20 
Revitalizati
on 
Specificati
on 
identified 
plus Adhoc 
General 
Maintenan
ce 
identified.  
Revitaliz
ation 
business 
plan 
finalized. 
 10 
Offices 
Revitalize
d as per 
plan, plus 
Adhoc 
General 
Office 
Maintena
nce 
Revitaliz
ation 
business 
plan 
finalized. 
 Revitalizati
on 
business 
plan 
finalized. 
7 Offices 
Revitaliz
ed as per 
plan, plus 
Adhoc 
General 
Office 
Maintena
nce 
 3 Offices 
Revitalize
d as per 
plan, plus 
Adhoc 
General 
Office 
Maintenan
ce 
Revitaliz
ation 
business 
plan 
finalized. 
 Service 
Provider, 
Stakehold
ers 
% 
implantation 
of Cleaning 
Management 
policy 
implemented 
SLA 100% 
Cleaning 
Manage
ment 
policy 
implemen
ted 
12,031 100% 
Cleaning 
Manageme
nt policy 
implement
ed 
Complia
nce 
report 
 100% 
Cleaning 
Manage
ment 
policy 
implemen
ted 
Complian
ce report 
 100% 
Cleaning 
Managem
ent policy 
implement
ed 
Complian
ce report 
 100% 
Cleaning 
Managem
ent policy 
implement
ed 
Complian
ce report 
 Other 
tenants 
not 
contributin
g to the 
SLA 
Integrate
d Risk 
Manage
ment 
Framewo
rk 
% Security 
Management 
policy 
implemented 
SLA 100% 
Security 
Manage
ment 
policy 
implemen
ted 
25,700 100% 
Security 
Manageme
nt policy 
implement
ed 
Complia
nce 
report 
 100% 
Security 
Manage
ment 
policy 
implemen
ted 
Complian
ce report 
 100% 
Security 
Managem
ent policy 
implement
ed 
Complian
ce report 
 100% 
Security 
Managem
ent policy 
implement
ed 
Complian
ce report 
 Other 
tenants 
not 
contributin
g to the 
SLA 
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Output Performanc
e Indicator 
Base 
line 
Annual 
Perform
ance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budg
et 
Target MOV Budget Target MOV Budget Target MOV Budget 
Transport 
Manage
ment 
Strategy 
implemen
ted 
% vehicle 
maintenance 
framework 
implemented  
101 
SASSA 
owned 
fleet 
 
8 Mobile 
Units 
100%   
vehicle 
maintena
nce 
framewor
k 
impleme
nted. 
6,897,00
0 
100% of 
scheduled 
& 
unschedul
ed 
maintena
nce 
carried 
out within 
maintena
nce 
framewor
k. 
Utilization 
& 
maintena
nce 
Reports 
 
 
 
 
 
 
 
 
1,724,
250 
100of 
schedule
d & 
unschedu
led 
maintena
nce 
carried 
out within 
maintena
nce 
framewor
k. 
Utilizati
on & 
mainte
nance 
Report
s 
1,724,2
50 
100of 
schedule
d & 
unsched
uled 
maintena
nce 
carried 
out 
within 
maintena
nce 
framewo
rk. 
Utilization 
& 
maintena
nce 
Reports 
1,724,2
50 
100of 
schedul
ed & 
unsched
uled 
mainten
ance 
carried 
out 
within 
mainten
ance 
framewo
rk. 
Utilization 
& 
maintenanc
e Reports 
1,724,25
0 
Users 
failing to 
book 
vehicles on 
time. 
 
Delay in 
reporting 
accidents/ 
incidents  
% Oversight 
of the 3 Pillar 
Transport 
Framework, 
7 Districts 
plus 
Regional 
Office. 
 
 100% 
Oversigh
t of the 3 
Pillar 
Transpor
t 
Manage
ment 
Framewo
rk, 7 
Districts 
plus 
Regional 
Office. 
 
 
 100% 
Oversight 
of the 3 
Pillar 
Transport 
Framewor
k, 7 
Districts 
plus 
Regional 
Office. 
 
Billing 
Statemen
ts 
 
Monthly 
reports 
on fleet 
condition, 
utilization 
& 
quarterly 
inspectio
n reports 
 100% 
Oversight 
of the 3 
Pillar 
Transport 
Framewo
rk, 7 
Districts 
plus 
Regional 
Office. 
 
Monthl
y 
reports 
on fleet 
conditi
on, 
utilizati
on & 
quarter
ly 
inspect
ion 
reports 
 100% 
Oversigh
t of the 3 
Pillar 
Transpor
t 
Framew
ork, 7 
Districts 
plus 
Regional 
Office. 
 
Monthly 
reports on 
fleet 
condition, 
utilization 
& 
quarterly 
inspection 
reports 
 100% 
Oversig
ht of the 
3 Pillar 
Transpo
rt 
Framew
ork, 7 
Districts 
plus 
Regiona
l Office. 
 
Monthly 
reports on 
fleet 
condition, 
utilization & 
quarterly 
inspection 
reports 
 Districts 
failing/ 
delaying 
submission 
of reports 
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Output Performa
nce 
Indicator 
Base 
line 
Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Transport 
Managem
ent 
Strategy 
implement
ed 
% Interim 
Transport 
Strategy 
implemen
ted 
 
 
 
20 
leased 
vehicle
s 
100% SLA 
Manageme
nt of the 
lease 
contract 
 
 
 
 
 
R2,8m 100% SLA 
Manageme
nt of the 
lease 
contract 
Reconcil
ed 
stateme
nts, 
utilizatio
n reports 
& fuel 
consum
ption 
indices 
702 000 100% 
SLA 
Manage
ment of 
the lease 
contract 
Reconci
led 
stateme
nts, 
utilizatio
n 
reports 
& fuel 
consum
ption 
indices 
702 000 100% 
SLA 
Manage
ment of 
the 
lease 
contract 
Reconcil
ed 
statemen
ts, 
utilization 
reports & 
fuel 
consump
tion 
indices 
702 000 100% 
SLA 
Manage
ment of 
the lease 
contract 
Reconciled 
statements
, utilization 
reports & 
fuel 
consumpti
on indices 
702 000  
Records 
Managem
ent (Paper 
Based) 
System 
Implement
ed 
 
% of New 
Files 
Opened, 
for File 
referenci
ng. 
163 100%  file 
referencing 
on all 
outgoing 
correspond
ence at RO 
implement
ed 
 
 
Nil 25%  of 
New Files 
Opened, 
for File 
referencing 
 
Impleme
ntation 
report 
 
Nil 50% of 
New 
Files 
Opened, 
for File 
referenci
ng 
 
Implem
entation 
report 
 
Nil 75% of 
New 
Files 
Opened, 
for File 
referenc
ing  
Impleme
ntation 
report 
 
Nil 100%  of 
New 
Files 
Opened, 
for File 
referenci
ng 
 
Implement
ation report 
 
Nil Resistance 
to change 
 
Unavailabili
ty of budget 
 
Logistics of 
Training 
Effective 
and 
Efficient 
Managem
ent of 
Auxiliary 
Support 
Services 
% 
manage
ment of 
the RT3 
contract 
complete
d. 
RT3 
Contra
ct 
100% SLA 
Manageme
nt of the 
RT3 
contract 
completed 
926 000 100% SLA 
Manageme
nt of the 
RT3 
contract 
completed 
Reconcil
ed 
stateme
nts & 
minutes 
of 
quarterly 
meeting
s 
266 023 100% 
SLA 
Manage
ment of 
the RT3 
contract 
complete
d 
payment 
Reconci
led 
stateme
nts & 
minutes 
of 
quarterl
y 
meeting
s 
266 023 100% 
SLA 
Manage
ment of 
the RT3 
contract 
complet
ed 
payment 
Reconcil
ed 
statemen
ts & 
minutes 
of 
quarterly 
meetings 
266 023 100% 
SLA 
Manage
ment of 
the RT3 
contract 
complete
d 
payment 
Reconciled 
statements 
& minutes 
of quarterly 
meetings 
266 023 Budget 
shortfall of 
138 095 on 
rental & 
non- 
provision of 
593 905 for 
utilisation 
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Output Performa
nce 
Indicator 
Base 
line 
Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budg
et 
Target MOV Budget Target MOV Budget 
Legal 
Services 
Model 
Impleme
nted 
 
% 
Litigation 
Managem
ent 
Implement
ed 
30day 
Turnarou
nd for 
response 
to letters 
of 
demand. 
 
 
 
100%  
letters of 
demand 
received 
responde
d to within 
30 days. 
 
 30%  letters 
of demand 
received 
responded 
to within 30 
days 
 
Register 
updated. 
 
Copies 
of 
respons
es to 
letters of 
demand 
 
 50% 
letters of 
demand 
received 
responde
d to 
within 30 
days 
 
Register 
updated 
 
Copies 
of 
respons
es to 
letters of 
demand 
 
 75% 
letters of 
demand 
received 
respond
ed within 
30 days 
 
 
Register 
updated 
 
Copies of 
response
s to 
letters of 
demand 
 
 100%  
letters of 
demand 
received 
respond
ed to 
within 30 
days 
 
Register 
updated 
 
Copies of 
responses 
to letters of 
demand 
 
 Beneficiary 
File 
managemen
t lapses 
14 000 50% 
Litigation 
Backlogs 
Cleared. 
 
15% 
Litigation 
Backlogs 
Cleared. 
Litigation 
Manage
ment 
report 
 35% 
Litigation 
Backlogs 
Cleared. 
Litigation 
Manage
ment 
report 
 50% 
Litigation 
Backlogs 
Cleared. 
Litigation 
Managem
ent report 
 Social 
Developmen
t, State 
Attorney and 
SASSA 
dislocations. 
14 day 
turnarou
nd of all 
litigation 
delegatio
ns 
 
100% 
Notices of 
Motion 
Implemen
ted within 
14daysan
d as per 
Court 
Rules 
 30% 
Notices of 
Motion 
Implemente
d within 
14daysand 
as per 
Court Rules 
 
Litigatio
n 
Manage
ment 
report 
 
 
 50% 
Notices 
of Motion 
Impleme
nted 
within 
14daysan
d as per 
Court 
Rules 
 
Litigation 
Manage
ment 
report 
 
 75% 
Notices 
of Motion 
Impleme
nted 
within 
14daysa
nd as 
per 
Court 
Rules 
 
Litigation 
Manage
ment 
report 
 
 100%. 
Notices 
of Motion 
Impleme
nted 
within 
14daysa
nd as 
per 
Court 
Rules 
 
Litigation 
Managem
ent report 
 
 Beneficiary 
File 
managemen
t lapses 
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Output Performa
nce 
Indicator 
Base 
line 
Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budge
t 
Target MOV Budget 
Legal 
Services 
Model 
Impleme
nted 
 
% 
Contract 
Managem
ent 
Framewor
k 
Implement
ed 
Contract 
Manage
ment 
Databas
e 
100% 
administra
tion and 
managem
ent of 
contracts 
in line with 
the 
contract 
managem
ent 
framework 
 100% 
administrat
ion and 
managem
ent of 
contracts 
in line with 
the 
contract 
managem
ent 
framework 
Contract 
Manage
ment 
Report 
 100% 
administra
tion and 
managem
ent of 
contracts 
in line with 
the 
contract 
managem
ent 
framework 
Contra
ct 
Manag
ement 
Report 
 100% 
administr
ation and 
manage
ment of 
contracts 
in line 
with the 
contract 
manage
ment 
framewor
k 
Contract 
Manage
ment 
Report 
 100% 
administrati
on and 
manageme
nt of 
contracts in 
line with 
the 
contract 
manageme
nt 
framework 
Contract 
Managem
ent 
Report 
 Lack of 
cohesive 
working 
relationship 
between 
units dealing 
with 
contracts 
% 
Legislative 
Managem
ent Plan 
Implement
ed. 
Legislatio
n 
Manage
ment 
Framewo
rk 
100% 
Legislativ
e 
Managem
ent Plan 
Implement
ed. 
 Trend 
Analysis of 
Regional 
Litigations. 
Trend 
Analysis 
Report. 
 Finalized 
Action 
Plan, for 
Legislation 
Managem
ent 
Turnaroun
d Plan 
Manual 
on 
litigatio
n 
trends 
 50% 
implemen
tation of 
the 
Legislatio
n 
Manage
ment 
Turnarou
nd Plan 
Manual 
on 
litigation 
trends 
 100% 
implementa
tion of the 
Legislation 
Manageme
nt 
Turnaroun
d Plan 
Manual 
on 
litigation 
trends 
 Legislative 
amendment
s and 
changes 
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Output Performanc
e Indicator 
Baseline Annual 
Performa
nce 
Target 
2010/11 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter 
Target MOV Budget Target MOV Budg
et 
Target MOV Budget Target MOV Budge
t 
Integrated  
Communicatio
n and 
Marketing 
Strategy 
implemented 
 
Comprehensi
ve regional 
Communicati
ons plan 
developed, 
approved 
and 
implemented 
Communicat
ion plan 
exist for 
2010/10 
 
100% 
Regional 
Communi
cation 
Plan 
Implemen
ted. 
 
 
R100000   Comprehe
nsive 
regional 
communic
ation plan 
2010/11 
reviewed 
and 
finalised 
  50% 
Regional 
Commun
ication 
Plan 
Impleme
nted. 
  75% 
Regional 
Commun
ication 
Plan 
Impleme
nted. 
  100% 
Regional 
Communic
ation Plan 
Implement
ed. 
   
Amendments 
of legislation 
and projects 
supported 
Pronouncem
ents and 
engagement
s 
 
100% 
marketing 
and 
communi
cation 
support 
on 
legislatio
n and 
amendm
ents.   
 100% 
support to 
legislation 
amendme
nts and 
projects 
Report 
produc
ed. 
 100% 
support 
to 
legislatio
n 
amendm
ents and 
projects 
Report 
produc
ed. 
 100%  
support 
to 
legislatio
n 
amendm
ents and 
projects 
 Report 
produce
d. 
100%  
support to 
legislation 
amendme
nts and 
projects 
Report 
produce
d 
  
% SASSA 
Media 
Liaison Plan 
Implemented 
SASSA 
Media 
Liaison Plan 
Implemente
d.  
 
100%  
SASSA 
Media 
Liaison 
Plan 
Implemen
ted 
R200000  Media and 
External 
Communi
cation 
plan 
Reviewed 
and 
implement
ed 
Report 
produc
ed. 
 50% 
SASSA 
Media 
Liaison 
Plan 
Impleme
nted 
Report 
produc
ed. 
 100% 
SASSA 
Media 
Liaison 
Plan 
Impleme
nted 
Report 
produce
d. 
 100% 
SASSA 
Media 
Liaison 
Plan 
Implement
ed 
Report 
produce
d. 
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Output Performance 
Indicator 
Baseline Annual 
Performa
nce 
Target 
2010/11 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter 
Target MOV Budget Target MOV Budg
et 
Target MOV Budget Target MOV Budget 
Integrated  
Communicatio
n and 
Marketing 
Strategy 
implemented 
 
% 
Implementatio
n of internal 
communication
s plan 
Internal 
communicat
ions plan 
exists  
 
100% 
implemen
tation of 
internal 
communi
cations 
plan 
R50 000 
Nametag
s, 
Business 
Cards, 
Photo’s 
etc 
100% 
implement
ation of 
internal 
communic
ations 
plan 
Report 
produc
ed. 
 100% 
implemen
tation of 
internal 
communi
cations 
plan 
Report 
produc
ed. 
 100% 
implemen
tation of 
internal 
communi
cations 
plan 
Report 
produce
d. 
 100% 
implementati
on of internal 
communicati
ons plan 
Report 
produc
ed. 
  
% 
Implementatio
n of Branding, 
Marketing and 
Publication  
plan 
Branding 
Marketing 
and 
Publications 
Plan exists 
100% 
implemen
tation  of 
Branding, 
Marketing 
and 
Publicatio
n plan 
R200 
000 
(Advert: 
Gifts & 
Promotio
ns) 
 
 
100% 
implement
ation  of 
Branding, 
Marketing 
and 
Publicatio
n   
Report 
produc
ed. 
 100% 
implemen
tation  of 
Branding, 
Marketin
g and 
Publicatio
n   
Report 
produc
ed. 
 100% 
implemen
tation  of 
Branding, 
Marketin
g and 
Publicati
on   
Report 
produce
d. 
 100% 
implementati
on  of 
Branding, 
Marketing 
and 
Publication   
   
% 
Implementatio
n of 
stakeholder 
relations plan 
Stakeholder 
relations & 
engagement 
frame-work 
exists 
 
100% 
Stakehol
der 
relations 
plan 
implemen
ted 
R50000  25% 
Stakehold
er 
relations 
plan 
implement
ed 
Report 
produc
ed. 
 50% 
Stakehol
der 
relations 
plan 
implemen
ted 
Report 
produc
ed. 
 75% 
Stakehol
der 
relations 
plan 
implemen
ted 
Report 
produce
d. 
 100% 
Prioritised 
elements of 
the 
stakeholder 
educational 
programme 
implemented 
and report 
produced. 
Report 
produc
ed. 
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BRANCH: FINANCE  
Output Performanc
e Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budget Target MOV Budget 
Sound 
financial 
manage
ment 
across 
the 
Agency 
% SRD 
Cash Flow 
Availability 
Maintained.. 
 
Financial 
Baseline 
data 
100% SRD 
Cash Flow 
Availability 
Maintained. 
 
 
 100% SRD 
Cash Flow 
Availability 
Maintained. 
 
Expenditu
re  report 
 
 100% SRD 
Cash Flow 
Availability 
Maintained. 
 
Updated 
Expendit
ure  
report 
 
 100% 
SRD 
Cash 
Flow 
Availabilit
y 
Maintain
ed. 
 
Updated 
Expendit
ure  
report 
 
 100% 
SRD 
Cash 
Flow 
Availabili
ty 
Maintain
ed.. 
 
Expendit
ure  
report 
 
 System 
challenges 
% 
Compliance 
with Budget 
Guidelines 
Current 
Complian
ce rate is 
100% 
Budget 
Guideline
s 
 
 
 
 
 
 
 
 
100% 
Compliance 
with Budget 
Guidelines  
 
 
 
 
 
 
 100% 
Compliance 
with Budget 
Guidelines  
 
Bid 
document 
 100% 
Compliance 
with Budget 
Guidelines  
 
Bid 
docume
nt 
 NIL   100% 
Complia
nce with 
Budget 
Guidelin
es  
 
ERP 
report 
 Non- 
adherence 
to the set 
timelines 
by 
Districts 
and 
Branches 
100% 
Expenditure 
Monitoring 
Plan 
Implemented
. 
 
 100% 
Expenditure 
Monitoring 
Plan 
Implemente
d 
Updated 
IYM 
expenditu
re 
 100% 
Expenditure 
Monitoring 
Plan 
Implemente
d 
Updated 
IYM 
expendit
ure 
 100% 
Expendit
ure 
Monitorin
g Plan 
Impleme
nted 
Updated 
IYM 
expendit
ure 
 100% 
Expendit
ure 
Monitorin
g Plan 
Impleme
nted 
IYM 
expendit
ure 
  
100% 
Budget 
reviews and 
realignment 
completed. 
Budget 
review 
report 
 100% 
Budget 
reviews and 
realignment 
completed. 
Budget 
review 
report 
 100% 
Budget 
reviews 
and 
realignm
ent 
complete
d. 
Budget 
review 
report 
 100% 
Budget 
reviews 
and 
realignm
ent 
complete
d. 
Budget 
review 
report 
 
 16 
 
Output Performanc
e Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budg
et 
Target MOV Budge
t 
Target MOV Budget 
Sound 
financial 
manage
ment 
across 
the 
Agency 
%  
compliance 
to 
governance 
policies and 
procedures 
Current 
Complian
ce is 
100% in 
line with 
SCM 
policies 
and 
regulation
s 
100%  
compliance 
to 
governance 
policies and 
procedures: 
Coordinatio
n of audits; 
Compliance 
to financial 
policies 
 100%  
compliance 
to 
governance 
policies and 
procedures: 
Coordinatio
n of audits; 
Compliance 
to financial 
policies 
  100%  
compliance 
to 
governance 
policies 
and 
procedures
: 
Coordinatio
n of audits; 
Complianc
e to 
financial 
policies 
  100%  
complian
ce to 
governan
ce 
policies 
and 
procedur
es: 
Coordinat
ion of 
audits; 
Complian
ce to 
financial 
policies 
  100%  
complianc
e to 
governanc
e policies 
and 
procedure
s: 
Coordinati
on of 
audits; 
Complianc
e to 
financial 
policies 
  Non- 
adherenc
e to the 
set 
timelines  
And 
prescripts 
% 
Compliance 
with SCM 
regulations 
SCM 
policies and 
regulations 
 100% 
Compliance 
with SCM 
regulations: 
Procuremen
t& 
Inventory 
 
 100% 
Compliance 
with 
procuremen
t of goods 
and 
services 
Reduced 
number 
of 
irregular 
expendit
ure 
 
 
 100% 
Complianc
e with 
procureme
nt of goods 
and 
services 
Reduced 
number 
of 
irregular 
expendit
ure 
 100% 
Complian
ce with 
procurem
ent of 
goods 
and 
services 
Reduced 
number 
of 
irregular 
expendit
ure 
 100% 
Complianc
e with 
procureme
nt of goods 
and 
services 
Reduced 
number 
of 
irregular 
expendit
ure 
 Non 
adherence 
to 
prescripts 
 
System 
challenges 
System 
challenges 
100%  
compliance 
to inventory 
managemen
t policy: 
 100%  
compliance 
to inventory 
manageme
nt policy  
Quarterly 
reconcili
ation of 
inventory 
balances 
 
 100%  
compliance 
to inventory 
manageme
nt policy  
Quarterly 
reconcilia
tion of 
inventory 
balances 
 
 100%  
complian
ce to 
inventory 
manage
ment 
policy  
Quarterly 
reconcilia
tion of 
inventory 
balances 
 
 100%  
complianc
e to 
inventory 
managem
ent policy  
 
Annual 
reconcili
ation of 
inventor
y 
balances 
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Output Performanc
e Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budge
t 
Target MOV Budget Target MOV Budget 
Sound 
financial 
manage
ment 
across 
the 
Agency 
% 
Compliance 
with SCM 
regulations 
SCM 
policies and 
regulations 
 100% 
compliance 
to asset 
management
:  
Verification 
of assets; 
Disposal;  
Reconciliatio
ns 
 100% 
complianc
e to asset 
managem
ent  
 
 
 
 
 
Disposal 
report 
 
Asset 
register 
updated 
 
 
 
 
 100% 
physical 
Verification 
and 
reconciliatio
n of assets 
 
 
 
Asset 
verificati
on 
report/A
sset 
reconcili
ation 
 100% 
physical 
Verificati
on and 
reconcili
ation of 
assets 
 
 
 
 
 
Asset 
Disposal 
report 
 100% 
physical 
Verification 
and 
reconciliati
on of 
assets 
 
 
 
Asset 
verificati
on 
report/A
sset 
reconcili
ation 
 Non 
complianc
e by 
Districts 
and 
Branches. 
 
Delivery of 
assets by 
HO 
without 
informing 
the Region 
% 
compliance 
to GRAP 
 
 
Current 
Complian
ce rate is 
100% in 
line with 
Financial 
and 
Accountin
g policies 
100% 
compliance 
to GRAP 
 
 100% of all 
eligible 
suppliers 
paid within 
30 days. 
ERP 
system 
generate 
report 
 100% of all 
eligible 
suppliers 
paid within 
30 days. 
ERP 
system 
generat
e report 
 100% of 
all 
eligible 
supplier
s paid 
within 
30 
days. 
ERP 
system 
generat
e report 
 100% of all 
eligible 
suppliers 
paid within 
30 days. 
ERP 
system 
generate 
report 
 System 
challenges  
 
Support 
from 
Districts 
and 
Branches 
 
Capacity 
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Output Performanc
e Indicator 
Base line Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budge
t 
Target MOV Budg
et 
Target MOV Budget Target MOV Budget 
Sound 
financial 
manage
ment 
across 
the 
Agency 
    100% of all 
pay roll 
exceptions 
addressed  
as per 
policy 
Monthly 
certified 
payroll 
reports 
 100% of all 
pay roll 
exceptions 
addressed  
as per 
policy 
Monthly 
certified 
payroll 
reports 
 100% of all 
pay roll 
exceptions 
addressed  
as per 
policy 
Monthly 
certified 
payroll 
reports 
 100% of all 
pay roll 
exceptions 
addressed  
as per policy 
Monthl
y 
certifie
d 
payroll 
reports 
  
 100% staff 
debts and 
social 
assistance 
debts 
recovered 
as per  
AODs 
Age 
analysis 
report 
 100% staff 
debts and 
social 
assistance 
debts 
recovered 
as per  
AODs 
Age 
analysis 
report 
 100% staff 
debts and 
social 
assistance 
debts 
recovered 
as per  
AODs 
Age 
analysi
s report 
 100% staff 
debts and 
social 
assistance 
debts 
recovered as 
per  AODs 
Age 
analysi
s report 
 Defaults 
on 
arrangem
ents 
 
 
Support 
from 
Districts 
and 
Branches 
 
System 
Challeng
es 
 
 
Capacity 
 15% ex 
staff debts 
recovered 
based as 
per AODs 
(based on 
the rand 
value at 
the 
beginning 
of the 
quarter 
Age 
analysis 
report 
 15% ex 
staff debts 
recovered 
based as 
per AODs 
(based on 
the rand 
value at the 
beginning 
of the 
quarter 
Age 
analysis 
report 
 15% ex 
staff debts 
recovered 
based as 
per AODs 
(based on 
the rand 
value at 
the 
beginning 
of the 
quarter 
Age 
analysi
s report 
 15% ex staff 
debts 
recovered 
based as per 
AODs (based 
on the rand 
value at the 
beginning of 
the quarter 
Age 
analysi
s report 
 
 5% of 
social 
assistance 
debts 
recovered 
based as 
per AODs 
Age 
analysis 
report 
 5% of 
social 
assistance 
debts 
recovered 
based as 
per AODs 
Age 
analysis 
report 
 5% of 
social 
assistance 
debts 
recovered 
based as 
per AODs 
Age 
analysi
s report 
 5% of social 
assistance 
debts 
recovered 
based as per 
AODs 
Age 
analysi
s report 
  
 100% 
exception 
cleared 
Signed 
off 
reconcilia
tion 
template 
 100% 
exception 
cleared 
Signed off 
reconciliat
ion 
template 
 100% 
exception 
cleared 
Signed 
off 
reconcil
iation 
templat
e 
 100% 
exception 
cleared 
Signed 
off 
reconcil
iation 
templat
e 
 Districts 
and 
Branches 
System 
challenge
s 
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Output Performanc
e Indicator 
Base 
line 
Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budge
t 
Target MOV Budg
et 
Target MOV Budg
et 
Target MOV Budge
t 
ERP  
impleme
nted 
% 
Functional  
support & 
technical 
support of 
the ERP 
system 
managed 
 
Existing 
Trainin
g 
material
. 
 
 
100% 
Functional  
support & 
technical 
support of the 
ERP system 
managed. 
 
 100% of all 
new eligible 
employees 
trained. 
Report 
on 
trained 
staff 
R 100% of all 
new eligible 
employees 
trained. 
Report 
on 
trained 
staff 
 100% of 
all new 
eligible 
employee
s trained. 
Report 
on 
trained 
staff 
 100% of all 
new eligible 
employees 
trained. 
Report 
on 
trained 
staff 
 Executive 
support 
 
Resource 
and Budget 
Capacity 
 
Service 
Provider 
compliance 
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INFORMATION TECHNOLOGY AND COMMUNICATIONS 
Output Performanc
e Indicator 
Base 
line 
Annual 
Performan
ce Target 
2011/12 
Annu
al 
Budg
et 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budge
t 
Target MOV Budget 
Business 
Information 
Knowledge 
Management 
Framework 
implemented 
 
% Business 
Information 
Analysis for 
Grants 
Administrati
on 
Developed 
 
 100% 
Business 
Information 
Analysis 
for Grants 
Administrat
ion 
Developed
. . 
 25% 
Business 
Information 
Analysis for 
Grants 
Administrati
on 
Developed  
 
 
Grants 
BI 
Analysis 
Reports 
based in 
Each 
Grant 
Type. 
 
 
 
 50% 
Business 
Informatio
n Analysis 
for Grants 
Administr
ation 
Develope
d  
 
 
Grants 
BI 
Analysis 
Reports 
based in 
Each 
Grant 
Type. 
 
 75% 
Business 
Informatio
n Analysis 
for Grants 
Administr
ation 
Develope
d  
 
Grants BI 
Analysis 
Reports 
based in 
Each Grant 
Type. 
 
 100% 
Business 
Informati
on 
Analysis 
for 
Grants 
Administr
ation 
Develope
d  
Grants BI 
Analysis 
Reports 
based in 
Each 
Grant 
Type. 
 
 Stakehol
der 
Involve
ment 
and 
participa
tion 
% Business 
Information 
Analysis for 
Strategic 
Managemen
t  Support 
Developed. 
 
 
 
 
 
 
 
 100% 
Business 
Information 
Analysis 
for 
Strategic 
Manageme
nt  Support 
Developed
. 
 
 25% 
Business 
Information 
Analysis for 
Strategic 
Manageme
nt  Support 
Developed 
BI 
Analysis, 
Report 
for 
Strategic 
Manage
ment. 
 50% 
Business 
Informatio
n Analysis 
for 
Strategic 
Managem
ent  
Support 
Develope
d 
BI 
Analysis, 
Report 
for 
Strategic 
Manage
ment. 
 75% 
Business 
Informatio
n Analysis 
for 
Strategic 
Managem
ent  
Support 
Develope
d 
BI Analysis, 
Report for 
Strategic 
Manageme
nt. 
 100% 
Business 
Informati
on 
Analysis 
for 
Strategic 
Manage
ment  
Support 
Develope
d 
BI 
Analysis, 
Report for 
Strategic 
Managem
ent. 
  
% Research 
Partnerships 
Maintained. 
 100% 
Research 
Partnershi
ps 
Maintained
. 
 100% 
Research 
Partnership
s 
Maintained 
Provinci
al 
Researc
h Forum 
Reports. 
 100% 
Research 
Partnershi
ps 
Maintaine
d 
Provincia
l 
Researc
h Forum 
Reports. 
 100% 
Research 
Partnershi
ps 
Maintaine
d 
Provincial 
Research 
Forum 
Reports. 
 100% 
Research 
Partners
hips 
Maintain
ed 
Provincial 
Research 
Forum 
Reports. 
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Output Performa
nce 
Indicator 
Base line Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budge
t 
ICT 
Business 
Application 
Systems 
availability 
maintained 
and 
Accessible 
%  of 
Systems 
Available 
and 
Accessible 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
E-
Directory 
GroupWis
e 
Border 
Manager 
97% 
systems 
available 
and 
accessible 
 
 97% 
systems 
available 
and 
accessible 
 
Utilizati
on and 
availabil
ity 
reports  
 97% 
systems 
available 
and 
accessible 
y 
 
Utilizati
on and 
availabil
ity 
reports  
 97% 
systems 
available 
and 
accessible 
 
Utilizatio
n and 
availabilit
y reports  
 97% 
systems 
available 
and 
accessibl
e 
 
 
Utilizatio
n and 
availabilit
y reports  
 Migration 
of the 
MIS 
applicatio
n on 
National  
Platform 
- The out 
of 
warranty 
servers  
-Power 
problems 
at offices 
-Root 
causes 
for 
downtime
s 
communi
cated by 
service 
providers 
(MTN, 
TSS etc) 
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Output Performa
nce 
Indicator 
Base line Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budge
t 
ICT 
Business 
Application 
Systems 
availability 
maintained 
and 
Accessible 
% 
connectivit
y 
maintaine
d. 
68 Offices 
(Data 
Lines) 
 
2 Offices 
(SITA Data 
Line 
Shared 
with 
SocDev 
100% 
Connectivi
ty 
maintaine
d in 7 
District. 
 Audit of 
connectivit
y in 
identified 
offices  
Audit 
Report  
 
 
 
 
 
 
 
 
 
 50% of 
Offices with 
Connectivity 
problems 
resolved. 
 
Progres
s 
Report 
 75% of 
Offices with 
Connectivit
y problems 
resolved. 
 
Progress 
Report 
 100% of 
Offices 
with 
Connectiv
ity 
problems 
resolved. 
 
   
% of the 
Data 
Backups 
Complete
d 
Backup 
and 
Restore 
Policy 
95% 
backups 
completed 
for the all 
the 
Servers: 
 
 95% 
backups 
completed 
for the all 
the 
Servers: 
 
 
  95% 
backups 
completed 
for the all 
the Servers: 
 
  95% 
backups 
completed 
for the all 
the 
Servers: 
 
  95% 
backups 
complete
d for the 
all the 
Servers: 
 
  Migration 
of the 
MIS 
applicatio
n on 
National  
Platform 
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Output Performa
nce 
Indicator 
Base line Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Automated 
business 
System 
implemented 
 
% 
Customer 
care web 
application 
developed 
Applicatio
n rolled 
out 
100% 
Customer 
care web 
application 
developed, 
and Test- 
Implement
ed in 1 
District. 
R 50,000 
(new 
work 
station 
for the 
unit) 
R 60,000 
S&T 
50% 
Customer 
care web 
applicatio
n 
developed 
 
 
 
 
 
The 
applicati
on 
respecte
d 
Develop
ment 
start 
 
Signed 
specifica
tion 
exist 
 
R 
50,000 
100% 
Custome
r care 
web 
applicati
on 
develop
ed 
 
 
 
Develop
ment are 
finished, 
user 
testing 
and 
acceptan
ce take 
place 
 
 
Docume
ntation 
and User 
testing 
signed 
 
 Custome
r Care 
Web, 
impleme
nted in 1 
District. 
 
 
 
Statistics 
on usage 
are 
published 
 Custome
r Care 
Web 
Impleme
ntation 
Plan 
develop
ed for 
Roll Out 
in 6 
District. 
Statistics 
on usage 
are 
published 
 
 
Roll Plan 
Signed for 
6 
Districts. 
 
 
 
 
 
 
 
 Non 
availabili
ty of 
resource 
for 
develop
ment 
% 
Automatio
n of the 
document 
center 
Applicatio
n is up 
and 
running 
100% 
Automatio
n of the 
Document 
Center.  
available 
 25% 
Automatio
n of the 
Document 
Center.  
 
Docume
ntation 
Availabl
e 
 50% 
Automati
on of the 
Docume
nt 
Center. 
 
 
 
Signed 
User 
acceptan
ce  
 75% 
Automati
on of the 
Documen
t Center. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 100% 
Automati
on of the 
Docume
nt 
Center. 
 
 
 
 
Signed off 
document  
 Head 
Office 
has a 
similar 
project 
that 
could  
be rolled 
out  
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Output Performanc
e Indicator 
Base 
line 
Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Automated 
business 
System 
implemented 
 
% SASSA 
Information 
Portal  Re-
developed. 
Portal in 
place 
but not 
running 
properly. 
100% 
SASSA 
Informatio
n Portal 
Redevelo
ped and 
used. 
 50% 
SASSA 
Informati
on Portal 
Redevel
oped. 
 
 
 
 
 
 
 
 
Validate
d 
Docume
ntation 
on CSS 
 100% 
SASSA 
Information 
Portal 
Redevelop
ed. 
 
Sign off of 
a detailed 
document
ation 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Semi-
Impleme
ntation of 
the 
SASSA 
Informati
on Portal 
is 
launched
. 
 
 
Approval 
for 
implemen
tation of 
portal. 
 The 
portal is 
maintain
ed and 
alive 
Full 
Implemen
tation of 
the 
SASSA 
Informatio
n Portal 
and 
launched. 
 Joomla 
1.6 is a 
technolo
gy still 
very 
new in 
the 
organiza
tion 
Lack of 
editorial 
contents 
Change 
Management 
Strategy 
implemented  
%  
compliance 
to approved 
ICT policies 
and 
procedures 
Approve
d ICT 
policies 
and 
procedur
es 
100%  
complianc
e to 
approved 
ICT 
policies 
and 
procedure
s  
 100%  
ICT 
complian
ce to 
approved 
ICT 
policies 
and 
procedur
es 
 
Complia
nce 
report 
 
Attendan
ce 
Register  
 100%  ICT 
compliance 
to 
approved 
ICT 
policies 
and 
procedures 
Complian
ce report 
 
Attendanc
e Register 
 100% 
ICT 
complian
ce to 
approved 
ICT 
policies 
and 
procedur
es 
Complian
ce report 
 
Attendanc
e 
Register 
 100% 
ICT 
complian
ce to 
approve
d ICT 
policies 
and 
procedur
es 
Complian
ce report 
 
Attendanc
e Register 
  
ICT 
Customer 
Relationship 
Management  
Strategy 
Implemented 
% 
Compliance 
to ICT 
Customer 
Forum 
Framework 
implemente
d. 
- ICT 
Custome
r Forum  
Framew
ork 
Service 
Level 
Agreem
ents 
100% 
Complianc
e to ICT 
Customer 
Forum 
Framewor
k 
implement
ed. 
 
 
 
 
 
100% 
Complia
nce to 
ICT 
Custome
r Forum 
Framewo
rk 
impleme
nted. 
 
 
Minutes 
of all the 
custome
r forum 
meeting
s  
 
 100% 
Complianc
e to ICT 
Customer 
Forum 
Framework 
implemente
d. 
Minutes of 
all the 
customer 
forum 
meetings  
 
 
 
 
 
 
100% 
Complian
ce to ICT 
Custome
r Forum 
Framewo
rk 
impleme
nted. 
Minutes 
of all the 
customer 
forum 
meetings  
 
 
 
 
 
 100% 
Complia
nce to 
ICT 
Custome
r Forum 
Framew
ork 
impleme
nted. 
Minutes 
of all the 
customer 
forum 
meetings  
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Output Performanc
e Indicator 
Base 
line 
Annual 
Performa
nce 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Customer 
Relationship 
Management  
Strategy 
Implemented 
%  TSS 
contract 
managemen
t 
 
 
TSSMS 
and 
MTN& 
Telkom 
Contract
s  
100% 
TSS SLA 
maintaine
d 
 
 
 100% 
TSS 
contract 
monitore
d 
Improve
d 
Service 
Delivery 
 
 100% TSS 
contract 
monitored 
Improved 
Service 
Delivery 
 
 
 100% 
TSS 
contract 
monitore
d 
Improved 
Service 
Delivery  
 
 
 
 100% 
TSS 
contract 
monitore
d 
Improved 
Service 
Delivery  
 
 
 
  
Quarterly 
SASSA 
TSS 
service 
improve
ment 
needs 
impleme
nted 
ICT 
Needs, 
Report- 
Quarter 
1 
 Quarterly 
SASSA 
TSS 
service 
improveme
nt needs 
implemente
d 
ICT 
Needs, 
Report- 
Quarter 1 
 Quarterly 
SASSA 
TSS 
service 
improve
ment 
needs 
impleme
nted 
ICT 
Needs, 
Report- 
Quarter 1 
 Quarterl
y 
SASSA 
TSS 
service 
improve
ment 
needs 
impleme
nted 
ICT 
Needs, 
Report- 
Quarter 1 
% prioritized 
ICT 
equipment 
implemente
d 
 
 
 100% 
prioritized 
ICT 
equipment 
plan 
implement
ed 
 
 
 
 
 
 
 
 
 
 
 
 
 Quarterly 
ICT 
equipme
nt needs 
defined 
 
-ICT 
needs 
analysis 
Report 
-ICT 
Equipme
nt 
Replace
ment 
Plan/Pro
posal 
 Quarterly 
ICT 
equipment 
needs 
defined 
 
-ICT 
needs 
analysis 
Report 
-ICT 
Equipmen
t 
Replacem
ent 
Plan/Prop
osal 
 Quarterly 
ICT 
equipme
nt needs 
defined 
 
-ICT 
needs 
analysis 
Report 
-ICT 
Equipmen
t 
Replacem
ent 
Plan/Prop
osal 
 Quarterl
y ICT 
equipme
nt needs 
defined 
 
 
25% 
prioritize
d ICT 
equipme
nt 
impleme
nted. 
Number 
of ICT 
equipme
nt 
procured 
 50% 
prioritized 
ICT 
equipment 
implemente
d 
Number 
of ICT 
equipmen
t procured 
 75% 
prioritize
d ICT 
equipme
nt 
impleme
nted 
Number 
of ICT 
equipmen
t procured 
 100% 
prioritize
d ICT 
equipme
nt 
impleme
nted 
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BRANCH: GRANTS ADMINISTRATION 
Output Perform-
ance 
Indicator 
Base line Annual 
Perform-
ance 
Target 
2011/12 
Annual 
Budget 
(000's) 
Quarterly Performance Target Risk 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Policy and 
legislation 
on Social 
Assistance  
implemente
d 
Projected 
total 
number of 
grants in 
payment 
including 
normal 
growth and 
the impact 
of policy 
changes 
2,582,864 
Grants in 
payment; 
Assumed 
average 
attrition of 
15,075 per 
month 
2,674,937 
Grants 
recipients 
in payment 
R 
2 878 4
99 
admin. 
budget 
2,614,881 
Grants 
recipients 
in payment 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 2,643,694 
Grants 
recipients 
in payment 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 2,664,685 
Grants 
recipients 
in payment 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 2,674,937 
Grants 
recipients 
in payment 
SocPen 
Extract 
Reports 
& 
Quarterly 
Projectio
n Reports 
 Connectivity 
problems 
The SLA with 
SITA may not 
be renewed, 
MIS may not 
support the 
processing of 
Grants if there 
are any Policy 
or Legislation 
changes; 
If the National 
Review Policy 
increases the 
Regional 
average 
attrition rate 
above 15,075 
per month. 
Operational 
staff that do 
not have 
access to the 
required  
ICT 
equipment. 
Offices are not 
staffed 
according to 
the pre-
determined 
requirements 
as per the 
iGAP Service 
Delivery 
Model; 
 
491,293 Older 
Persons 
grants in 
payment 
504,244  
Older 
Persons in 
payment 
495,194 
Older 
Persons in 
payment 
498,650 
Older 
Persons in 
payment 
510,666 
Older 
Persons in 
payment 
504,244  
Older 
Persons in 
payment 
197,289 
Disability 
grants in 
payment 
189,763 
Disability 
grants in 
payment 
196,849 
Disability 
grants in 
payment 
194,007 
Disability 
grants in 
payment 
190,634 
Disability 
grants in 
payment 
189,763 
Disability 
grants in 
payment 
20,527 Care 
Dependency 
grants in 
payment 
20,272 
Care 
Depend-
ency grants 
in payment 
20,496 
Care 
Depend-
ency grants 
in payment 
20,388 
Care 
Depend-
ency grants 
in payment 
20,264 
Care 
Depend-
ency grants 
in payment 
20,272 
Care 
Depend-
ency grants 
in payment 
137  War 
Veteran grants 
in payment 
108  War 
Veteran 
grants in 
payment 
130  War 
Veteran 
grants in 
payment 
123  War 
Veteran 
grants in 
payment 
115  War 
Veteran 
grants in 
payment 
108  War 
Veteran 
grants in 
payment 
1,766,484  
Child Support 
grants in 
payment 
1,846,484  
Child 
Support 
grants in 
payment 
1,790,484  
Child 
Support 
grants in 
payment 
1,814,484  
Child 
Support 
grants in 
payment 
1,834,484  
Child 
Support 
grants in 
payment 
1,846,484  
Child 
Support 
grants in 
payment 
107,134  
Foster Child 
grants in 
payment 
114,065  
Foster 
Child 
grants in 
payment 
111,728  
Foster 
Child 
grants in 
payment 
116,043  
Foster 
Child 
grants in 
payment 
117,521  
Foster 
Child 
grants in 
payment 
114,065  
Foster 
Child 
grants in 
payment 
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Output Perform-
ance 
Indicator 
Base line Annual 
Perform-
ance 
Target 
2011/12 
Annual 
Budget 
(000's) 
Quarterly Performance Target Risk
s 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Policy and 
legislation 
on Social 
Assistance  
implemente
d 
Projected 
number of 
beneficia-
ries 
receiving 
grants 
impacted 
on by 
policy 
changes 
CSG 
extension: 
68,722 of 
eligible 
children aged 
16-17 years 
CSG 
extension: 
100,110 of 
eligible 
children 
aged 16-17 
years 
 CSG 
extension: 
76,569 of 
eligible 
children 
aged 16-17 
years 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 CSG 
extension: 
84,416 of 
eligible 
children 
aged 16-17 
years 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 CSG 
extension: 
92,263 of 
eligible 
children 
aged 16-17 
years 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
 CSG 
extension: 
100,110 of 
eligible 
children 
aged 16-17 
years 
SocPen 
Extract 
Reports & 
Quarterly 
Projection 
Reports 
  
% of Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
100% of 
Social Relief 
Distress 
(SRD) funds 
disbursed in 
accordance 
with approved 
guidelines 
95% of 
Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
(National 
Targets) 
20% of 
Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
Finance 
order and 
payment 
reports 
50% of 
Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
Finance 
order and 
payment 
reports 
75% of 
Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
Finance 
order and 
payment 
reports 
100% of 
Social 
Relief 
Distress 
(SRD) 
funds 
disbursed 
in 
accordance 
with 
approved 
guidelines 
Finance 
order and 
payment 
reports 
Nil 
% of 
Regulation 
11(1) 
cases 
monitored 
100% of all 
Regulation 
11(1) cases 
are monitored 
monthly 
100% of all 
Regulation 
11(1) 
cases are 
monitored 
100% of all 
Regulation 
11(1) 
cases are 
monitored 
Regulation 
11(1) 
monitoring 
monthly 
reports 
100% of all 
Regulation 
11(1) 
cases are 
monitored 
Regulation 
11(1) 
monitoring 
monthly 
reports 
100% of all 
Regulation 
11(1) 
cases are 
monitored 
Regulation 
11(1) 
monitoring 
monthly 
reports 
100% of all 
Regulation 
11(1) 
cases are 
monitored 
Regulation 
11(1) 
monitoring 
monthly 
reports 
Nil 
Improve-
ment of 
grant  
application 
process  
% 
reduction 
of 
turnaround 
time from 
90 days to 
21 days 
98% of new 
applications 
processed 
within 21 days 
80% of 
new 
application
s 
processed 
within 21 
days 
(National 
Targets) 
 
98% of 
new 
application
s 
processed 
within 21 
days 
Quarterly 
MIS 
Indicators 
Reports  
98% of 
new 
application
s 
processed 
within 21 
days 
Quarterly 
MIS 
Indicators 
Reports 
98% of 
new 
application
s 
processed 
within 21 
days 
Quarterly 
MIS 
Indicators 
Reports 
98% of 
new 
application
s 
processed 
within 21 
days 
Quarterly 
MIS 
Indicators 
Reports 
Offices are 
not staffed 
according to 
the pre-
determined 
requirements 
as per the 
iGAP 
Service 
Delivery 
Model; 
Shortcoming
s in ICT 
connectivity; 
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Output Perform-
ance 
Indicator 
Base line Annual 
Perform-
ance 
Target 
2011/12 
Annual 
Budget 
(000's) 
Quarterly Performance Target Risk
s 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
The SLA 
with SITA 
may not be 
renewed, 
MIS may not 
support the 
processing 
of Grants if 
there are 
any Policy or 
Legislation 
changes; 
Operational 
staff that do 
not have 
access to 
the required 
ICT 
equipment  
Establishm
ent of a 
Regional 
Access 
Strategy for 
the MTEF 
83 Service 
Offices & 235 
Unstructured 
Counter 
Service 
Nodes; 
Template for 
Current 
Service 
Delivery 
Implement
ation Plan 
for 
Structured 
Counter 
Services; 
20 Counter 
Nodes 
Implement
ed 
GIS 
Mapping of 
current 
Service 
Delivery 
Networks; 
Identificatio
n of future 
fixed 
Service 
Offices 
GIS Maps Establish 
the 
Coverage 
for the 
Region; 
Develop 
Implement
ation Plan 
Regional 
Coverage 
Graphs; 
Implement
ation 
Proposals 
and Plans 
Roll Out 10 
Structured 
Counter 
Service 
Nodes; 
Continued 
Operations 
in current 
Service 
Nodes 
Structured 
Service 
Nodes 
Monthly 
Reports 
Roll Out 10 
Structured 
Counter 
Service 
Nodes; 
Continued 
Operations 
in current 
Service 
Nodes 
Structured 
Service 
Nodes 
Monthly 
Reports 
Availability of 
ICT 
Equipment. 
Availability of 
Vehicles  
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Output Perform-
ance 
Indicator 
Base line Annual 
Perform-
ance 
Target 
2011/12 
Annual 
Budget 
(000's) 
Quarterly Performance Target Risk
s 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Target MOV Annual 
Budget 
(000's) 
Number of 
grants 
admin staff 
trained in 
Legislation 
amend-
ments and 
Grants 
Administra-
tion 
Processes 
789 
Operational 
staff in the 
Region; 
Current 
training 
manuals 
789 
Operational 
staff 
trained on 
adminis-
tration 
processes 
and 
Legislation 
governing 
processes 
 Training 
needs 
analysis 
report 
completed; 
Training 
Manual 
developed, 
approved, 
and printed 
Training 
needs 
report; 
Approved 
Training 
Manual 
 400 
Operational 
staff 
trained 
Attendance 
registers 
 789 
Operational 
staff 
trained 
Attendance 
registers 
 Training 
report 
completed 
Training 
project 
closure 
report 
 Nil 
 
 30 
 
Output Performanc
e Indicator 
Base 
line 
Annual 
Perform
ance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target  
Risks and 
dependencies 1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Improved 
managemen
t of  
Disability 
Grant 
services 
Number of 
medical 
disability 
assessments 
for NEW 
applicants 
conducted 
74000 as 
informed 
by cases 
done this 
year 
75000 R10,33m 
R 
3 264 78
4 admin. 
budget 
18750 
medical 
disability 
assessme
nts for 
NEW 
applicants 
conducte
d 
MIS 
sourced 
data for 
Quarterly 
report 
 18750 
medical 
disability 
assessme
nts for 
NEW 
applicants 
conducted 
MIS 
sourced 
data for 
Quarterly 
report 
 18750 
medical 
disability 
assessment
s for NEW 
applicants 
conducted 
MIS 
sourced 
data for 
Quarterly 
report 
 18750 
medical 
disability 
assessments 
for NEW 
applicants 
conducted. 
MIS 
sourced 
data for 
Quarterly 
report 
 Dependence on 
prospective 
applicants 
coming; DOH 
partnership; 
contracted 
doctors 
% of 
disability 
grant 
assessments 
for NEW 
applicants 
Quality 
Assured 
100%  of 
all NEW 
applicati
on 
assessm
ents 
already 
QA in EC 
100% 
NEW 
medical 
assessm
ents QA 
 
 
 
 100% 
Quality 
Assured 
MIS 
sourced 
data for 
Quarterly 
report 
 100% 
Quality 
Assured 
MIS 
sourced 
data for 
Quarterly 
report 
 100% 
Quality 
Assured 
MIS 
sourced 
data for 
Quarterly 
report 
 100% 
Quality 
Assured 
MIS 
sourced 
data for 
Quarterly 
report 
 Dependence on 
Employment of 
SASSA doctors 
at Chris Hani & 
Amatole districts 
Number of 
medical 
review 
assessments 
on 
EXISTING 
BENEFICIAR
IES 
30000 
Already 
done out 
of 59000 
listed 
from HO 
30000 for 
current 
year 
 7500 
medical 
review 
assessme
nts on 
EXISTIN
G 
BENEFIC
IARIES 
MIS & 
SOCPEN 
sourced 
data for 
Quarterly 
report 
 7500 
medical 
review 
assessme
nts on 
EXISTIN
G 
BENEFICI
ARIES 
MIS & 
SOCPEN 
sourced 
data for 
Quarterly 
report 
 7500 
medical 
review 
assessment
s on 
EXISTING 
BENEFICIA
RIES 
MIS & 
SOCPEN 
sourced 
data for 
Quarterly 
report 
 7500 
medical 
review 
assessments 
on 
EXISTING 
BENEFICIA
RIES 
MIS & 
SOCPEN 
sourced 
data for 
Quarterly 
report 
 Risk of poor 
beneficiary 
response to 
notification;      
Number of 
files audited 
on 
EXISTING 
BENEFICIAR
IES  for 
suspected 
fraud 
250 pilot 
at OR 
Tambo 
1000  
files as 
guided 
by 
profiled  
suspects 
 250 files 
audited 
on 
EXISTIN
G 
BENEFIC
IARIES  
for 
suspecte
d fraud 
ICT , MIS 
& 
SOCPEN 
sourced 
data and 
Quarterly 
report 
 250 files 
audited 
on 
EXISTIN
G 
BENEFICI
ARIES  
for 
suspected 
fraud 
ICT, MIS 
& 
SOCPEN 
sourced 
data and 
Quarterly 
report 
 250 files 
audited on 
EXISTING 
BENEFICIA
RIES  for 
suspected 
fraud 
ICT, MIS 
& 
SOCPEN 
sourced 
data and 
Quarterly 
report 
 250 files 
audited on 
EXISTING 
BENEFICIA
RIES  for 
suspected 
fraud 
ICT, MIS & 
SOCPEN 
sourced 
data and 
Quarterly 
report 
 Nil 
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Output Performanc
e Indicator 
Base line Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target  
Risks and 
dependencie
s 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
 % of DG  
internal 
reconsiderati
on cases 
from 
Customer 
Care & 
Legal Units 
done 
New 
function 
100% DG 
internal 
reconsider
ation cases 
done within 
90 days 
 100% 
presented 
cases 
attended to 
within 90 
days 
Quarterl
y report 
 100% 
presented 
cases 
attended to 
within 90 
days 
Quarterly 
report 
 100% 
presented 
cases 
attended 
to within 
90 days 
Quarterly 
report 
 100% 
presented 
cases 
attended to 
within 90 
days 
Quarterly 
report 
 Risk of 
absence of 
national policy 
on internal 
reconsideratio
n. 
Customer 
Relations 
Manageme
nt Strategy 
implemente
d 
Number of 
Customer 
Care 
Improvemen
t Plan 
implemented 
through 
Monitoring 
and 
Evaluation 
(M&E) of 
service 
delivery 
trends in all 
service 
offices in the 
region. 
Service 
delivery 
reports, 
situational 
analysis 
reports, 
Customer 
feedback 
reports, 
Stakehold
er 
engagem
ent 
reports 
83 Service 
Offices in 
the region 
monitored 
and reports 
developed. 
R 
3 473 6
06 
admin. 
budget 
10 service 
offices 
visited to 
conduct M 
& E of 
service 
delivery 
trends  
 
Monitori
ng 
Reports 
 31 service 
offices 
visited to 
conduct M 
& E of 
service 
delivery 
trends   
 
Monitoring 
Reports 
 32 
service 
offices 
visited to 
conduct 
M & E of 
service 
delivery 
trends   
 
Monitoring 
Reports 
 10 service 
offices 
visited to 
conduct M 
& E of 
service 
delivery 
trends  
 
Monitorin
g 
Reports 
 Inadequate 
Budget for 
M&E. 
 
 
Customer 
Care 
Improvemen
t Plan 
implemented 
through 
rollout of 
Customer 
Feedback 
systems and 
Information 
disseminatio
n. 
Situational 
Analysis & 
Customer 
Feedback 
reports 
Customer 
Feedback 
and 
Information 
disseminati
on 
processes 
implemente
d in all 
service 
offices. 
 
 Procurement 
of Customer 
Feedback 
material and 
Grants 
Administratio
n information 
documents. 
All the 
required 
informat
ion and 
docume
nts 
procure
d and 
ready 
for 
distributi
on. 
 Distribution 
to all 
service 
offices. 
Customer 
Feedback 
systems 
reports 
 Monitorin
g of 
Customer 
feedback 
systems 
Customer 
Feedback 
systems 
reports 
 Monitoring 
of Customer 
feedback 
systems 
Custome
r 
Feedbac
k 
systems 
reports 
 Nil 
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Output Performanc
e Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target  
Risks and 
dependencies 1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Customer 
Relations 
Manageme
nt Strategy 
implemente
d 
% Customer 
Care 
Improvemen
t Plan 
implemented 
through 
managemen
t of all 
Complaints 
and 
Enquiries 
in the 
region. 
All frequent 
complaints 
and 
enquiries 
% of received 
complaints 
and enquiries 
attended to in 
the region 
within five (5) 
days. 
 100% of 
all 
received 
enquiries 
and 
complaint
s 
attended 
to within 
(5) days 
Quarterl
y 
Reports 
 100% of all 
received 
enquiries 
and 
complaints 
attended to 
within (5) 
days 
Quarterly 
Reports 
 100% of 
all 
received 
enquiries 
and 
complaint
s 
attended 
to within 
(5) days 
Quarterly 
Reports 
 100% of all 
received 
enquiries 
and 
complaints 
attended to 
within (5) 
days 
Quarterly 
Reports 
 Lack of the 
National 
computerized 
systems to 
record and 
analyze 
trends 
Policy and 
legislation 
on Social 
Assistance 
Implemente
d 
% Internal 
Reconsidera
tion 
Mechanism 
Developed 
and 
implemented
. 
Social 
Assistance 
Amendmen
t Act 
 
Draft 
Regulation
s (Internal 
Reconsider
ation) 
 
Received 
cases for 
Reconsider
ation. 
60% of 
Internal 
Reconsiderati
on requests 
adjudicated 
within 90 
days. 
 
    20% of 
Internal 
Reconsider
ation 
requests 
adjudicated 
within 90 
days 
Quarterly 
reports 
 40% of 
Internal 
Reconsid
eration 
requests 
adjudicat
ed within 
90 days 
Quarterly 
reports 
 60% of 
Internal 
Reconsider
ation 
requests 
adjudicated 
within 90 
days 
Quarterly 
reports 
 Delay in 
finalisation of 
regulations. 
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Output Performanc
e Indicator 
Base line Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target  
Risks and 
dependencies 1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
ICROP 
Strategy 
implemente
d 
ICROP 
Business 
Plan 
developed 
and 
implemented
. 
 
Number of 
identified 
rural wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
 
Profile of 
wards 
4 identified 
rural wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
 ICROP  
Business Plan 
Developed 
and 
implemented 
 
1 ward having 
access to 
social security 
through 
ICROP 
Approve
d 
Busines
s Plan. 
 
Quarterl
y 
Reports 
 1 ward 
having 
access to 
social 
security 
through 
ICROP 
Quarterly 
Reports 
 1 ward 
having 
access to 
social 
security 
through 
ICROP 
Quarterly 
Reports 
 1 ward 
having 
access to 
social 
security 
through 
ICROP 
Quarterly 
Reports 
 Inadequate 
Budget at 
National. 
 
 
Number of 
beneficiaries 
in identified 
wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
 7278 
beneficiarie
s in 
identified 
wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
 727 
beneficiaries 
in identified 
wards having 
access to 
Social 
Assistance 
through 
ICROP 
Quarterl
y reports 
 2906 
beneficiari
es in 
identified 
wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
Quarterly 
reports 
 2907 
beneficiari
es in 
identified 
wards 
having 
access to 
Social 
Assistanc
e through 
ICROP 
Quarterly 
reports 
 728 
beneficiarie
s in 
identified 
wards 
having 
access to 
Social 
Assistance 
through 
ICROP 
Quarterly 
reports 
 Inadequate 
Budget at 
National. 
. 
 
ICROP 
Strategy 
implemente
d 
% ICROP 
implemented 
in seven (7) 
districts in 
the region 
ICROP 
strategy 
document 
100% of the 
identified 
scheduled 
areas in all 
districts 
participate 
in ICROP 
with eligible 
beneficiarie
s accessing 
grants. 
 10% areas 
participate in 
ICROP with 
eligible 
beneficiaries 
accessing 
grants. 
 
 
Quarterl
y 
Reports 
 40% 
Implement 
a 
comprehe
nsive 
ICROP 
with 
identified 
scheduled 
areas 
serviced 
and 
Reviewed.  
Quarterly 
Reports 
 70% 
Implement 
a 
comprehe
nsive 
ICROP 
plan with 
identified 
scheduled 
areas 
serviced 
and 
Reviewed 
Quarterly 
Reports 
 100%  
Implement 
a 
comprehen
sive ICROP 
plan with 
identified 
scheduled 
areas 
serviced 
and 
Reviewed. 
Quarterly 
Reports 
 Nil. 
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Output Performanc
e Indicator 
Base line Annual 
Performan
ce Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target  
Risks and 
dependencies 1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
ICROP 
Strategy 
implemente
d 
% Special 
ICROP 
requests 
attend to 
Events 
calendar 
100% of 
Special 
ICROP 
requests 
attend to. 
   
 100% of  
Special 
ICROP 
requests 
attend to 
Quarterl
y reports 
 100% of  
Special 
ICROP 
requests 
attend to 
Quarterly 
reports 
 100% of  
Special 
ICROP 
requests 
attend to 
Quarterly 
reports 
 100% of  
Special 
ICROP 
requests 
attend to 
Quarterly 
reports 
 Nil. 
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Output Performance 
Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budg
et 
Effective 
and efficient 
managemen
t of 
beneficiaries
. 
% of 
beneficiaries 
notified of 
administrative 
decisions and 
reviewed. 
286 770 
Current and 
Backlogs 
Reviews. 
100%  eligible  
of beneficiaries 
notified of 
administrative 
decisions. 
 
 
R 
15 675 9
56 admin 
budget 
100% 
unpostabl
e letters 
notified 
 
District 
Reports & 
Proof of 
Postage  
 100% 
unpostable 
letters 
notified 
 
District 
Reports 
& Proof 
of 
Postage  
 100% 
unpostable 
letters 
notified 
 
District 
Reports 
& Proof 
of 
Postage  
 100% 
unpostabl
e letters 
notified 
 
District 
Reports & 
Proof of 
Postage  
 Delays in 
appointment 
of Contract 
Workers for 
Districts. 
Availability 
of vehicles 
for 
notification. 
Number of 
current 
backlogs 
reviewed 
286 770 
Current and 
Backlogs 
Reviews 
228,207  
Current and 
Backlogs 
Reviewed 
 55 742.  
Current 
and 
Backlogs 
Reviewed 
SOCPEN 
Reports 
 
Monthly & 
Quarterly 
Reports   
 55 742.  
Current and 
Backlogs 
Reviewed 
SOCPEN 
Reports 
 
Monthly 
& 
Quarterly 
Reports   
 55 742.  
Current 
and 
Backlogs 
Reviewed. 
SOCPEN 
Reports 
 
Monthly 
& 
Quarterly 
Reports   
 55 742.  
Current 
and 
Backlogs 
Reviewed 
SOCPEN 
Reports 
 
Monthly & 
Quarterly 
Reports   
 Delays in 
appointment 
of Contract 
Workers for 
Districts. 
Availability 
of vehicles 
for 
notification. 
%  beneficiaries 
notified of 
administrative 
decisions and 
life certified. 
342 555 
Current and 
Backlogs Life 
Certification 
notified. 
100% eligible 
current and 
backlog Life 
Certified. 
 100% 
unpostabl
e letters 
notified 
 
District 
Reports & 
Proof of 
Postage  
 100% 
unpostable 
letters 
notified 
 
District 
Reports 
& Proof 
of 
Postage 
 100% 
unpostable 
letters 
notified 
 
District 
Reports 
& Proof 
of 
Postage 
 100% 
unpostabl
e letters 
notified 
 
District 
Reports & 
Proof of 
Postage 
 Delays in 
appointment 
of Contract 
Workers for 
Districts. 
Availability 
of vehicles 
for 
notification. 
 
 36 
 
Output Performance 
Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budge
t 
Target MOV Budget Target MOV Budg
et 
Effective 
and efficient 
managemen
t of 
beneficiaries
. 
Number of 
current and 
backlogs life 
certification. 
342 555 
Current and 
Backlogs Life 
Certification. 
171 277 
current and 
backlog Life 
Certified. 
 42 820 
backlogs 
and 
current life 
certificates 
completed
. 
SOCPEN 
Reports. 
 42 820 
backlogs 
and current 
life 
certificates 
completed. 
SOCPEN 
Reports. 
 42 820 
backlogs 
and current 
life 
certificates 
completed. 
SOCPE
N 
Reports
. 
 42 820 
backlogs 
and 
current 
life 
certificat
es 
complete
d. 
SOCPEN 
Reports. 
 Delays in 
appointment 
of Contract 
Workers for 
Districts. 
Availability 
of vehicles 
for 
notification. 
% beneficiaries 
whose grants 
are to be lapsed 
are lapsed and 
notified. 
100% 
beneficiaries 
informed 
about the 
lapsing of the 
grants 
100% 
beneficiaries 
informed about 
the lapsing of 
the grants 
 
 
 100% 
unpostabl
e letters 
notified 
 
District 
reports. 
 100% 
unpostable 
letters 
notified 
 
District 
reports. 
 100% 
unpostable 
letters 
notified 
 
District 
reports. 
 100% 
unpostab
le letters 
notified 
 
 
 
 
District 
reports. 
 
 
 
 Litigation 
due to non-
delivery of 
letters with 
problematic 
addresses. 
%  of 
beneficiary 
records with 
backlogs in the 
registry with 
respect to the 
following that 
must be 
completed: 
File transfer 
File destruction 
Missing files 
Loose  
correspondence  
 
100% of 
identified files 
transferred. 
100% of 
identified files 
transferred. 
 Develop 
Project 
Plan to 
clear 
transfer 
backlogs. 
Identify 
transfer 
files. 
Transfer 
reports 
through 
MIS 
  50% 
Implementa
tion of  
transfer 
backlogs 
Transfer 
reports 
through 
MIS 
 100% 
Implementati
on of  
transfer 
backlogs 
Transfe
r 
reports 
through 
MIS 
 Monitor 
and 
evaluate 
Project 
outcome. 
Transfer 
reports 
through 
MIS 
 Migration of 
Registry to  
the National 
platform 
Missing files= 
9799 
9799  Missing 
Files Project 
Plan fully 
implemented. 
 2500 
missing 
files 
reconstruc
ted. 
MIS/ 
Socpen 
report 
 5000 
missing 
files 
reconstruct
ed. 
MIS/ 
Socpen 
report 
 
 7500 
missing files 
reconstructe
d 
MIS/ 
Socpen 
report 
Certifica
te 
 9799 
missing 
files 
reconstru
cted 
MIS/ 
Socpen 
report 
 Nil. 
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Output Performance 
Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Effective 
and efficient 
managemen
t of 
beneficiaries
. 
%  of 
beneficiary 
records with 
backlogs in the 
registry with 
respect to the 
following that 
must be 
completed: 
File transfer 
File destruction 
Missing files 
Loose  
correspondence 
 
All files from 
2006 to be 
destroyed. 
 
100%  files 
from 2006  
destroyed. 
 
 Project 
Plan for 
destroying 
2006 files 
developed 
Project 
plan. 
 Nil Nil  100% File 
preparatio
n. 
File 
destructio
n lists. 
 100% 
2006 files 
destroyed
. 
Certificate 
of disposal 
and MIS 
Monthly 
Report 
 Nil. 
Eradication of 
loose 
corresponden
ce= 70 000 
70 000 loose 
correspondenc
e destroyed.  
 Project 
Plan for 
clearing of 
loose 
correspond
ence 
developed. 
MIS 
report 
 70 000 
eradication 
loose 
documentati
on backlog. 
MIS 
report 
     MIS report  Nil. 
Registry 
Maintenance 
100% 
beneficiary’s 
files extracted 
on request. 
100%  of 
beneficiary’s 
extracted on 
request  
 100%  
beneficiary’
s files 
extracted 
on request. 
MIS and 
Monthly 
report 
 100%  
beneficiary’s 
files 
extracted on 
request 
MIS and 
Monthly 
report 
 100%  
beneficiar
y’s files 
extracted 
on 
request 
MIS and 
Monthly 
report 
 100%  
beneficiar
y’s files 
extracted 
on 
request 
MIS and 
Monthly 
report 
 Nil. 
100%  of 
beneficiary’s 
files to be 
extracted on 
request. 
Files for:  
AG 
Litigations 
Enquiries 
Projects 
 
 100%  of 
beneficiary’
s files to be 
extracted 
on request. 
MIS and 
Monthly 
report 
 100%  of 
beneficiary’s 
files to be 
extracted on 
request. 
MIS and 
Monthly 
report 
 100%  of 
beneficiar
y’s files to 
be 
extracted 
on 
request. 
MIS and 
Monthly 
report 
 100%  of 
beneficiar
y’s files to 
be 
extracted 
on 
request. 
MIS and 
Monthly 
report 
 Nil. 
100% of 
delivered 
loose 
corresponden
ce quality 
assured, 
scanned and 
captured on 
MIS 
100%  loose 
correspondenc
e delivered 
and quality 
checked 
 100% of 
delivered 
loose 
correspond
ence 
checked, 
sorted , 
batched 
and 
interfiled 
Monthly 
reporting  
 100% of 
delivered 
loose 
corresponde
nce quality 
assured, 
scanned and 
captured on 
MIS 
Monthly 
reporting  
 100% of 
delivered 
loose 
correspon
dence 
quality 
assured, 
scanned 
and 
captured 
on MIS 
Monthly 
reporting  
 100% of 
delivered 
loose 
correspo
ndence 
quality 
assured, 
scanned 
and 
captured 
on MIS 
Monthly 
reporting  
 Nil. 
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Output Performance 
Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budge
t 
Target MOV Budge
t 
Target MOV Budg
et 
Effective 
and efficient 
managemen
t of 
beneficiaries
. 
 100% of 
delivered files 
quality 
assured, 
scanned and 
captured on 
MIS 
Approximately 
400 000 files  
and 180 000 
loose delivered 
at the Regional 
Registry. 
 100% of 
delivered 
files 
quality 
assured, 
scanned 
and 
captured 
on MIS 
MIS 
reports 
 100% of 
delivered 
files quality 
assured, 
scanned and 
captured on 
MIS 
MIS 
reports 
 100% of 
delivered 
files quality 
assured, 
scanned 
and 
captured 
on MIS 
MIS 
reports 
 100% of 
delivered 
files 
quality 
assured, 
scanned 
and 
captured 
on MIS 
MIS 
reports 
 Nil. 
Number of 
beneficiaries  
records with 
exceptions  
identified and 
resolved: 
 
Incorrect 
identity 
numbers = 3372 
Unverified 
grants 21 026 
Invalid 
Children’s ID 
367 
Incorrect 
addresses=163
6 
Incorrect grant 
types ?? 
Incorrect 
banking 
details?? 
Unrecorded 
deaths?? 
Undeclared 
means?? 
Dormant 
Accounts??. 
27 071 of the 
current 
exceptions 
identified. 
27 071 records 
of all  
categories of 
data 
exceptions 
resolved plus 
1277 
additional 
cases. 
 Ben not on 
Home 
affairs: 
3 372 
 
No 
disability 
period: 
607 
(additional
) 
SOCPEN 
exception 
reports. 
 
Adhoc 
reports 
from HD 
office. 
 Child not on 
Home 
affairs: 367 
 
Invalid court 
order expiry 
date: 670 
(additional) 
SOCPEN 
exception 
reports. 
 
Adhoc 
reports 
from HD 
office. 
 Unverified 
grant: 
10513 
Incorrect 
address: 
818 
SOCPEN 
exception
reports. 
 
Adhoc 
reports 
from HD 
office. 
 Unverified 
grant: 10 
513 
Incorrect 
address: 
818 
 
Socpen 
exception 
reports 
 
Adhoc 
reports 
from HD 
office. 
 Absence of 
dedicated 
staff for 
SocpenCapt
uring. 
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Output Performance 
Indicator 
Base line Annual 
Performance 
Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budg
et 
Target MOV Budget Target MOV Budge
t 
Target MOV Budg
et 
Effective 
and 
efficient 
manageme
nt of 
beneficiari
es. 
Provision of 
SOCPEN 
support to all 
SOCPEN users. 
  
  
  
1085 
SOCPEN 
users 
100% of 
SOCPEN 
users trained 
and re-trained 
in all districts 
on request. 
 100% 
Users 
trained on 
request. 
SOCPEN 
Training 
reports 
 100% Users 
trained on 
request 
SOCPE
N 
Training 
reports 
 100% 
Users 
trained on 
request. 
SOCPEN 
Training 
reports 
 100% 
Users 
trained on 
request 
SOCPEN 
Training 
reports 
 In-
availability 
of Training 
Budget 
2905 pay 
points 
100 % pay 
points aligned 
to municipal 
demarcation. 
 Pilot Pay 
point 
alignment 
structure 
in               
OR 
Tambo 
Pay point 
Rationaliz
ation 
Reports. 
 Rollout the 
Aligned pay 
point structure 
to all districts 
Pay 
point 
Rationali
zation 
Reports. 
 Monitor 
and 
evaluate 
pay point 
procedure 
Pay point 
Rationaliz
ation 
Reports. 
 Monitor 
and 
evaluate 
pay point 
procedure 
Pay point 
Rationaliza
tion 
Reports. 
 Nil. 
SOCPEN 
DOWBOX 
reports 
  
 
 
100% 
SOCPEN 
adhoc and 
fixed reports 
issued. 
 Provision 
of Adhoc 
and 
monthly 
SOCPEN 
Statistics 
Monthly 
report. 
 Provision of 
Adhoc and 
monthly 
SOCPEN 
Statistics 
Monthly 
report. 
 Provision 
of Adhoc 
and 
monthly 
SOCPEN 
Statistics 
Monthly 
report. 
 Provision 
of Adhoc 
and 
monthly 
SOCPEN 
Statistics 
Monthly 
report. 
 In-
availability 
of updated 
report on 
DOWBOX. 
 
 
 
1085 
SOCPEN 
users 
100% Re-
registration of 
all SOCPEN 
users 
 OR 
TAMBO = 
197 
ALRED 
NZO = 60 
User Re-
gist rations 
Reports. 
 CHRIS HANI 
= 186 
UKHAHLAMB
A=77 
User Re-
gistration 
Reports. 
 CACADU=
101 
NMM=95 
User Re-
gistration 
Reports. 
 AMATOL
E=236 
R/OFFIC
E=133 
User Re-
gistration 
Reports. 
 Nil. 
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Output Performance 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Effective 
and efficient 
managemen
t of Grant 
Payments. 
Amounts of 
money 
recovered from 
dormant 
accounts. 
National is 
using a 
National 
baseline of R 
50 m 
Unknown 
amount to be 
recovered 
from dormant 
accounts. 
R 
5 714 812 
admin. 
budget 
R……….re
covered 
from 
Dormant 
accounts 
Recover
y Report 
 R……….r
ecovered 
from 
Dormant 
accounts 
Recovery 
Report 
 R……….r
ecovered 
from 
Dormant 
accounts 
Recovery 
Report 
 R……….re
covered 
from 
Dormant 
accounts 
Recovery 
Report 
 Recovery not 
a Regional 
function. 
Availability of 
information 
on Dormant 
Accounts 
Number of pay 
points improved 
to meet the 
Norms and 
Standards. 
Pay point 
database 
 
Stakeholder 
database 
 100 points 
improved to 
meet the 
Norms and 
Standards 
 25 pay 
points 
improved 
Report  25 pay 
points 
improved 
Report  25 pay 
points 
improved 
Report  25 pay 
points 
improved 
Report  Availability of 
funding from 
Head office 
Cooperation 
by 
stakeholders. 
% Pay point 
rationalization 
plan developed 
and 
implemented. 
Socpen  
beneficiary 
figures 
100% points 
with less 
than 20 
beneficiaries 
are identified 
and closed. 
 Pay point 
rationalizati
on plan 
developed 
and 
implement
ed 
Number 
of pay 
points 
 25% 
points 
with less 
than 20 
beneficiari
es are 
identified 
and 
closed. 
Number of 
pay points 
 50% 
points 
with less 
than 20 
beneficiar
ies are 
identified 
and 
closed. 
Number 
of pay 
points 
 100% 
points with 
less than 
20 
beneficiarie
s are 
identified 
and closed. 
Number 
of pay 
points 
 Nil 
% compliance 
reports on 
payment 
contractor 
services. 
SLAs with 
Service 
providers. 
Pay point 
database. 
50% SLA 
Paypoint 
Monitoring 
Framework 
Implemented 
 
 50% SLA 
Paypoint 
Monitoring 
Framework 
Implement
ed. 
District 
Monitori
ng 
Reports 
 50% SLA 
Paypoint 
Monitorin
g 
Framewor
k 
Implemen
ted 
District 
Monitoring 
Reports 
 50% SLA 
Paypoint 
Monitorin
g 
Framewo
rk 
Implemen
ted 
District 
Monitorin
g Reports 
 50% SLA 
Paypoint 
Monitoring 
Framework 
Implemente
d. 
District 
Monitorin
g 
Reports 
 Inadequate 
Human 
resources. 
 
 
Shortage of 
vehicles. 
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Output Performance 
Indicator 
Base line Annual 
Performanc
e Target 
2011/12 
Annual 
Budget 
Quarterly Performance Target Risks 
1st Quarter Target 2nd Quarter Target 3rd Quarter Target 4th Quarter Target 
Target MOV Budget Target MOV Budget Target MOV Budget Target MOV Budget 
Effective 
and efficient 
managemen
t of Grant 
Payments. 
% compliance 
reports on 
payment 
contractor 
services. 
Schedule of 
meetings 
Area Forum 
Meetings 
held and 
attended 
monthly. 
  Area 
Forum 
Meetings 
are held 
and 
attended 
monthly. 
Minutes   Area 
Forum 
Meetings 
are held 
and 
attended 
monthly. 
Minutes  Area 
Forum 
Meetings 
are held 
and 
attended 
monthly. 
Minute
s 
 Area Forum 
Meetings are 
held and 
attended 
monthly. 
Minute
s 
 Cooperation 
by CPS and 
ALLPAY. 
Consolid
ated 
Regional 
report. 
  Consolida
ted 
Regional 
report. 
  Consolidat
ed 
Regional 
report. 
  Consolidated 
Regional 
report. 
  Nil. 
Strategy on 
staggering of 
ACB payment 
developed 
Current 
process of 
paying all ACB 
cases on the 
third working 
day of the 
month. 
Strategy on 
staggering of 
ACB 
payments 
developed 
and 
implemented 
 Commun
ication. 
National 
communi
cation 
plan. 
 Roll out Payment 
schedules 
 NIL   NIL   National 
rolling out 
the 
staggering of 
ACB 
payments. 
Verification of 
large amounts 
implemented. 
Socpen 
extract. 
50% of Large 
amounts 
verified 
monthly. 
 50% of 
payment
s 
exceedin
g R5000 
are 
verified 
monthly. 
Report  50% of 
payments 
exceeding 
R5000  
verified 
monthly. 
Report  50% of 
payments 
exceeding 
R5000  
verified 
monthly 
Report  50% of 
payments 
exceeding 
R5000  
verified 
monthly 
Report  Reports from 
Socpen 
being 
available. 
% of payment 
related 
beneficiary 
queries 
resolved 
monthly. 
SLA 
 
Socpen 
payment data. 
100%  of 
monthly 
payment 
related 
beneficiary 
queries 
resolved. 
 100% of 
received 
beneficia
ry 
payment 
queries 
resolved  
Report  100% of 
received 
beneficiar
y 
payment 
queries 
resolved  
Report  100% of 
received 
beneficiary 
payment 
queries 
resolved  
Report  100% of 
received 
beneficiary 
payment 
queries 
resolved  
Report  Cooperation 
by 
CPS,ALLPA
Y and 
BANKS. 
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Annexure C 
 
INTERVIEW SCHEDULE FOR SENIOR PUBLIC OFFICIALS 
 
The purpose of this interview is to explore the process approach that is followed in your 
unit/office that allows for service quality in relation to service delivery improvement plans 
and the development of service indicators. 
 
1. What type of quality measures are maintained in your unit? 
2. How are service quality management processes implemented in your unit? 
3. What is your responsibility in terms of developing and implementing service 
delivery improvement plans? 
4. What type of factors in your opinion has inhibited the implementation of service 
quality management in your unit? 
5. What would promote the implementation of improved service quality 
management in service delivery in your unit? 
 
 
266 
 
 Annexure D 
 SASSA OFFICIALS 
IMPRESSIONS HELD BY OFFICIALS OF THE IMPLEMENTATION OF SERVICE QUALITY IN GRANT 
ADMINISTRATION IN TERMS OF INTERNAL WORKFLOW METHODS 
Service quality herein is assessed within the context of the Batho Pele principles which require that 
service delivery should reflect courtesy, timeliness, redress, service standards, availability of 
information, the display of knowledge by officials, access, openness and transparency as well as 
value for money. 
 
Your participation is voluntary and you may withdraw at any time.  Your participation would be much 
appreciated. Your responses will be recorded anonymously.  
The questionnaire will take approximately 15 minutes of your time to complete. 
 
SECTION A:   BIOGRAPHICAL INFORMATION. Tick the appropriate box as it applies to you with an X 
A1  Gender 
Male  1 Female 2 
 
A2. Nature of employment? 
Permanent 1 Contract  Learnership 2 
 
A3. Current designation (Please specify)  
 
 
 
A4. Which office are you situated at? ( Please   specify)  
 
A5. Where you previously employed with the Department of Welfare? 
Yes  1 
No 2 
 
A6.Length of Service with SASSA? 
Less than 2yrs. 1 
2 to less than 4yrs.   2 
4 to 6 yrs.  3 
 
A7. Educational qualifications 
Matric  1 
College  2 
Technikon: Diploma/ B Tech 3 
University:  B degree  3 
 Other ( Please specify ) 5 
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 A8. Age  
20-29 yrs. 1 
30-39 yrs. 2 
40-49 yrs. 3 
50-59 yrs. 4 
60yrs - and older.  6 
 
 
 A9. My functional area is in?   Mark with an X  
Corporate services : Human Capital Management 1.  
Corporate  services : Human  Capital Development 2.  
Fleet management 3.  
Customer care 4.  
Disability management 5.  
Beneficiary Maintenance 6.  
Beneficiary Transfer 7.  
Legal services 8.  
Operations Management 9.  
ICT Compliance 10.  
ICT  fraud detection 11.  
ICT monitoring  and evaluation  12.  
Supply Chain Management 13.  
Vendor Management 14.  
Risk Management 15.  
Other. (Specify)   16 
 
A10. Have you received training in the last 18 months in any of the following 
areas? Select as applicable to you. 
Yes  No 
Customer-care 1 2 
Stress management. 1 2 
Monitoring and evaluation techniques 1 2 
Introduction to the 3 Step service delivery plan 1 2 
Leadership 1 2 
Introduction to IGAP ( Improved Grant application process) 1 2 
Project management 1 2 
Office Management 1 2 
Financial Management 1 2 
Mobile outreach programmes 1 2 
Computer training in MIS( Management information systems) 1 2 
Computer training in Socpen 1 2 
Other: (Please specify)   
 
 
A11 Are you aware of the SASSA Customer Care Charter. 
Yes 1 
 No 2 
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A12. SASSA officials always practice these values in the administration of service quality: Mark as 
applicable  
Values  Strongly 
agree    
Disagree  Neutral  Agree  Strongly disagree  
Integrity 1 2 3 4 5 
Compassion 1 2 3 4 5 
Honesty 1 2 3 4 5 
Impartiality 1 2 3 4 5 
Confidentiality 1 2 3 4 5 
Courtesy 1 2 3 4 5 
 
 
SECTION B: TURN–AROUND STRATEGY & SERVICE QAULITY 
Respond to the questions and statements below in relation to your experience of organisational 
change.  Mark as it applies to you with an X 
A turnaround strategy was introduced in 2010-2011 to improve service conditions within SASSA as 
well as service delivery. Various projects were launched and are to come to completion.  
The following statements require your assessment of the necessity and effectiveness of the 
implementation of these projects aimed at enhancing service quality.   
 
 
 
B1. Indicate your knowledge of the Change Management Strategy that was rolled out mid-2011? 
 Yes    No 
B.1.1 I am well informed as I work with the project manager(s) on the project 
related to my functional area.  
1 2 
B1.2 I have been briefed about the change management strategy. 1 
 
2 
 
B2. Respond to each statement as appropriate: The 
change management programme has brought about 
visible change. 
Strongly 
disagree 
Disagree Neutral  Agree Strongly 
agree 
B2.1    Within the agency as a whole across the     
province. 
1 2 3 4 5 
B 2.2    Has improved documentation management 
as far as tracking and storage is concerned. 
1 2 3 4 5 
B2.3     Has mainly led to improved infrastructure 
conditions at service points. 
1 2 3 4 5 
B2.4   Has increased access to citizens by the 
introduction of mobile services.  
1 2 3 4 5 
B2.5   Has improved the morale of officials.   1 2 3 4 5 
 
B 2.6  Has led to more efficient service provision 1 2 3 4 5 
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B3. Managerial & administrative support:  Mark with 
an X as applicable to you 
 
Strongly 
disagree 
Disagree Neutral Agree Strongly 
agree 
B3.1The SASSA officials enjoy full support for service 
delivery from head office at all times. 
 
1 2 3 4 5 
B 3.2 The SASSA officials enjoy full support for 
service delivery  from the regional office at all times.  
 
1 2 3 4 5 
B.3.3 The SASSA officials at service points enjoy full 
support for service delivery from the district office at 
all times. 
1 2 3 4 5 
B.3.4 More management support is needed in 
directing and influencing service quality. 
 
     
 
SECTION C.  SERVICE QUALITY MAINTENANCE AND MANAGEMENT 
State your impression of the implementation and maintenance of quality management as it relates to 
grant administration. Rate your impression or opinion on a scale of 1 to 5.  
 
Mark X where appropriate.1 - Strongly disagree; 2- Disagree; 3 –Neutral; 4- Agree; 5-Strongly agree  
Impressions of  the implementation & maintenance of 
quality management 
Strongly 
disagree 
 
1 
Disagree 
 
 
2 
Neutral 
 
 
3 
Agree 
 
 
4 
Strongly 
Agree 
 
5 
C1. The SASSA officials are always committed to 
providing grant administration efficiently and 
effectively. 
1 2 3 4 5 
C2. Services of the SASSA are always accessible to 
citizens. 
1 2 3 4 5 
C3. The service quality by the SASSA is affected by 
a shortage of computers. 
1 2 3 4 5 
C4.The service quality by SASSA for outreach is 
affected by a shortage of cars. 
1 2 3 4 5 
C5.The implementation of the 3 point service 
delivery process is very effective in minimising 
fraud.  
1 2 3 4 5 
C6.The Management Information systems is an 
effective integrated management system that 
allows services to be rendered faster. 
1 2 3 4 5 
C.7.The implementation of the three point plan 
service delivery process has led to services being 
rendered faster. 
1 2 3 4 5 
C8. Turn-around time in meeting service delivery is 
affected by incomplete information from clients.  
1 2 3 4 5 
C9.It is important to inform clients of the turn- 
around time for processing of applications.  
1 2 3 4 5 
C10.SASSA officials manage applications with the 
intention of minimising backlogs. 
1 2 3 4 5 
C11.Clients often wait for service at our office for 
30 minutes and more. 
1 2 3 4 5 
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C12.The agency has a contingency plan when we 
are very busy to minimise waiting time by clients. 
1 2 3 4 5 
C13. SASSA officials involved in grant 
administration are well trained in the various steps 
to be followed. 
1 2 3 4 5 
C14. SASSA officials are adequately trained to 
adhere to service standards set.  
 
1 2 3 4 5 
C15. Document management within SASSA is 
carried out within a responsible and efficient 
archive system. 
 
 
1 2 3 4 5 
 
Impressions of the implementation & maintenance 
of quality management . 
Strongly 
disagree 
 
1 
Disagree 
 
 
2 
Neutral 
 
 
3 
Agree 
 
 
4 
Strongly 
Agree 
 
5 
C16. SASSA officials are able to provide service in 
the dominant languages of the province.  
1 2 3 4 5 
C17. Service complaints are handled expediently 
by the responsible complaints unit. 
1 2 3 4 5 
C18. It is acceptable for clients to wait for a 
response to a telephone call for more than 1 
minute.  
1 2 3 4 5 
C19. The SASSA is well staffed to allow officials to 
do home visits to clients in need. 
1 2 3 4 5 
 
D1.   Any other comments you may wish to make? Any recommendations for improvement of service     
quality? 
 
 
 
 
 
Thank you for your valuable time and responses. 
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ANNEXURE  E 
 
IMPRESSIONS HELD BY CITIZENS OF SERVICE QUALITY AT THE SASSA.  
Dear participant. 
This questionnaire aims to establish your impression of service quality as relates to grant administration 
within the context of the Batho Pele principles. These principles require that service delivery should reflect 
courtesy, timeliness, redress, service standards, availability of information, the display of knowledge by 
officials, access, openness and transparency and value for money.  
 
Your participation is voluntary and you may withdraw at any time.  Your participation would be much 
appreciated. Your responses will be recorded anonymously.  
The questionnaire will take approximately 15 minutes of your time to complete.  
 
SECTION A: Biographical information. Mark with an X   as it relates to you. 
 
1. Gender  
Male  1 Female 2 
 
2. Age  
18-24 yrs 1.  45-54yrs 4 
 25-34yrs 2.  55-64yrs 5 
 35-44yrs 3.  65yrs  and older 6 
 
3. Race.  
African 1 Indian 3 
White 2 Coloured 4 
Chinese 5 Other 6 
 
 
4. Are you disabled?  
Yes  1 No  2 
 
5 Accessibility of office:  Indicate how accessible this office is to you, Indicate as applicable to you. 
a. I live within this area. 1 
b. I have to be transported to this office because it is more the 1km from where I live. 2 
c   I have to take a taxi to this office. 3 
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STATE THE REASON FOR YOUR VISIT  
6.1.  Indicate with an X the type of services you require. Select as applicable to you. 
Information on  child support  grant  1 Application for a child support grant 2 
Information on disability grant.  3 Application for a disability grant 4 
Information on older persons grant (old age 
pension)  
5 Application for  an older person’s 
grant (old age pension) 
6 
Information on care dependency grant 7 Application for care dependency 
grant 
8 
Information about war veterans grant 9 Application for a war veteran’s grant 10 
To collect  a child support grant 11 To collect an older persons grant  
(old age pension) 
12 
To collect a disability grant 13 
 
Other please specify:  14 
 
 
 
6.2. How do you receive your grant? 
Yes  No 
a.  I receive my grant cash in hand. 1 2 
b   My grant is paid into a bank account. 1 2 
c.  I am waiting for a response from SASSA on my grant application.  1 2 
 
6.3.  Indicate the number of visits to this office for the same service in the past month.  
Once  1 Twice  2 Three  times and more  3 
 
6.4. I visited this office more than once for the same service because. 
Yes  No 
a. I did not have all the relevant particulars to complete my grant application. 1 2 
b. I could not see the doctor to assess my grant application. 1 2 
c. I came to determine the progress made with my application.  1 2 
d. My application for a grant has been rejected. 1 2 
e The queues were too long. 1 2 
Other: Please specify  
 
 
 
SECTION B:  IMPRESSIONS OF SERVICE QUALITY: Mark with an X   as it relates to you. 
 
Please state your impression of the service quality that you experienced in this office. 
Service quality refers to the manner and time in which officials responded to your request for services. This 
section requires you to reflect on the type of service that you received and that which you expected.  
 
B. 1. Do you know the business hours for this office ?  
Yes  1 No 2 
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B.2. Did the official serve you in your spoken language?  
Yes 1 No 2 
 
B.3. Did you obtain the service that you required?  
Not at all 1 Partially   2 completely 3 
 
B.4. The forms I required were available.  
Yes  1 No 2 
 
B.5. When you entered this office did you know where to go?  
Yes  1 No 2 
 
 
B.6. Was an official available to direct you to the service that you required?  
YES 1 NO 2 
 
 
B.7. I have contacted this office telephonically and was helped successfully. 
YES  1 NO 2 Not applicable. I never contact this office 
telephonically  
3  
 
B8. OUTCOME OF A SERVICE ENCOUNTER 
OUTCOME STRONGLY 
DISAGREE 
DISAGREE NEUTRAL AGREE STRONGLY 
AGREE 
A. I am satisfied with the outcome 
of my grant application. 
1 2 3 4 5 
B I would like to appeal the 
decision on my grant application 
but do not know how. 
1 2 3 4 5 
 
B.9 Complaints about service delivery in this office 
THEME: REDRESS STRONGLY 
DISAGREE 
DISAGREE NEUTRAL AGREE STRONGLY 
AGREE 
A. I have nothing to complain about. 1 2 3 4 5 
 
B. I know who to contact to lodge a 
complaint. 
1 2 3 4 5 
C. It is not worth lodging a complaint 
because they will not listen to me. 
1 2 3 4 5 
D.I do not know where to begin to lodge 
complaints. 
1 2 3 4 5 
E. I am afraid to get into trouble for lodging a 
complaint. 
1 2 3 4 5 
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SECTION C. INDICATE YOUR IMPRESSION OF THE SERVICE YOU RECEIVED. Mark with an X   as relates to you. 
 IMPRESSION OF SERVICE QUALITY. 
 
STRONGLY 
DISAGREE 
DISAGREE NEUTRAL AGREE STRONGLY 
AGREE 
C.1 The official at the counter was always 
professional and friendly while providing 
the service.  
1 2 3 4 5 
C.2.The operating hours of this office are 
suitable. 
1 2 3 4 5 
C3. The officials in this office are very 
efficient, I do not wait long for service. 
1 2 3 4 5 
C4. The queues are always long when I visit 
this office. 
1 2 3 4 5 
C5.The official at the counter was helpful.  
 
1 2 3 4 5 
C.6. The official knew at all times how to 
address my request for the service. 
1 2 3 4 5 
C.7 The official clearly understood my 
requirement for service. 
1 2 3 4 5 
C8 I felt secure while accessing the service 
that I require. 
1 2 3 4 5 
C9. I always find these offices clean and 
tidy when I come here. 
1 2 3 4 5 
C10 .The officials always answer their 
telephones when I have called for service. 
1 2 3 4 5 
C11. The forms and information given to 
me to complete are readable and I can 
understand them. 
1 2 3 4 5 
C12. I have obtained the service that I 
came here for. 
1 2 3 4 5 
C13. I am happy with the manner in which 
the service was provided to me. 
1 2 3 4 5 
C14. I know the official that is why I was 
helped quickly. 
1 2 3 4 5 
C15. I would like my grant to be paid into 
my bank account. 
1 2 3 4 5 
C16. As a grant recipient I would like the 
SASSA to send me SMS on new 
developments with the grant system. 
1 2 3 4 5 
 
Thank you for your valuable responses. Enjoy your day. 
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 Declaration by field worker. 
I declare that asked this entire questionnaire as laid out. 
I declare that I have engaged with respondents as I have been briefed. 
I declare that all responses and answers recorded by me in this questionnaire were given to me by the 
correct respondent. This questionnaire has been fully checked by me.     
    ................................................... 
 
FOR OFFICIAL USE:  COMPLETE THE FOLLOWING PARTICULARS  
Name & Surname   
Date collected   
Date  checked  
Signature  
 
SPECIFY WHICH STATION DATA WAS CAPTURED AT 
 
NMB- Gelvandale office  
NMB - Zwide office   
NMB – Govan Mbeki /Walmer  
Amathole  District  
O.R Tambo District.   
OTHER  
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ANNEXURE F 
FIELD WORKER CHECKLIST 
Complete this check list either at the commencement of, or completion of your data collection based on 
what you observed.  
1. I collected data at  
Port Elizabeth  Welman Centre  
Umtata  
Lusikisiki  
Port Elizabeth Regional office  
 
2. The following is displayed on the wall of the office 
 Yes No 
Business hours   
Queuing times   
Service charter   
Batho Pele Principles   
3. Did you notice a ramp for disabled people? 
 Yes   No  
4.  
5. Did you notice a floor attendant to direct clients? 
  Yes   No  
 
6. Was an official available at the information desk at all times during your stay at the office? 
Yes   No  Not sure  There was no information 
desk 
 
 
7. Signage: Did you observe readable signage during your stay at the office indicating the following. 
Mark the signage that you observed. 
Information desk  
Finger printing  
Certificate counter   
Other:  Please specify  
 
Any other comments  
 
 
 
Thank You. 
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Annexure G 
NORTH CAMPUS 
FACULTY OF ARTS 
Tel . +27 (0)41 5042855   Fax. +27 (0)41 5041661  
         Noxolo.mngonyama@nmmu.ac.za 
 
 
  
Ref: H/10/ART/PGS-0027 
 
 
22 November 2010 
 
Mrs EE Draai   
Student number 9624708 
NMMU  
P O BOX 77000 
PORT ELIZABETH 
6031 
 
Dear Mrs Draai 
 
A CRITICAL EVALUATION OF THE QUALITY OF SOCIAL DEVELOPMENT INTERVENTIONS 
WITH SPECIFIC REFERENCE TO SOCIAL ASSISTANCE 
 
Your above-entitled application for ethics approval served at the RTI Higher Degrees sub-
committee of the Faculty of Arts Research, Technology and Innovation Committee. 
We take pleasure in informing you that the application was approved by the Committee. 
The Ethics clearance reference number is H/10/ART/PGS-0027, and is valid for three years, from 
10 November 2010 – 10 November 2013.  Please inform the RTI-HDC, via your supervisor, if any 
changes (particularly in the methodology) occur during this time.  An annual affirmation to the 
effect that the protocols in use are still those for which approval was granted, will be required from 
you.  You will be reminded timeously of this responsibility. 
We wish you well with the project.  
 
Yours sincerely 
 
Ms Jannet Nxati 
FACULTY OFFICER 
 
cc: Promoter/Supervisor 
 HoD 
 School Representative: Faculty RTI 
• PO Box 77000 •  Nelson Mandela Metropolitan University 
• Port Elizabeth • 6031 •  South Africa •  www.nmmu.ac.za 
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Annexure H








Annexure I 
 
Ref: Department of Political & Governmental Studies 
Nelson Mandela Metropolitan University 
Tel 041 5043808/3812/3893 
7 September 2011 
Dear Participant 
Participant information sheet preceding consent to participate in study 
I am doctoral candidate pursuing the degree D Phil in Public Administration at the Nelson 
Mandela Metropolitan University. I am also a full time member of the academic staff in the 
department of Political and Governmental studies.  
I am pursuing research in the area of service quality. The main aim of the study is to assess 
levels of service quality maintained and sought within the agency. It is my intention to 
investigate the determination and implementation of service standards in relation to your 
Service Delivery Improvement Plan for the agency. I wish to invite you to participate in an in-
depth interview about issues, impressions and management of service quality. Interviews will be 
conducted with staff members at various offices throughout the province. The study has three 
phases firstly interviews with officials in managerial positions within the agency, thereafter a 
questionnaire will be posed randomly officials as well as randomly to clients of the agency at 
service points. 
I have obtained permission from the SASSA national office to conduct interviews with selected 
staff at your office. I would appreciate if you would avail 30 minutes of your time to participate in 
the study. The results from this study will be made available on completion in report format.   
Your participation is voluntary. You can withdraw from the study at any time should you feel that 
you do not want to continue. Your responses to the questions will be confidential. Reponses will 
at no time be linked to individuals. No identifying information will be included in the final report. 
Information collected will be analysed to establish an impression of service quality and 
management within the agency. 
Your participation in this study will contribute to the development of a proposed model to 
improve service quality maintenance for the agency.  
Yours faithfully 
 
Enaleen Draai (Ms) 
Researcher         Tel   (041) 504 3808    
Supervisor and study leader:  Prof T Mayekiso   Co-supervisor : Prof JD Taylor 
 Annexure J 
26 March 2012   
 
QUESTIONNAIRES TO OFFICIALS: IMPRESSIONS OF SERVICE QUALITY 
Dear Participant 
My name is Enaleen Draai.  I am currently reading for my doctoral degree in Public 
Administration at the Nelson Mandela Metropolitan University. I am also a fulltime 
member of the academic staff in the department of Political and Governmental Studies. 
I am conducting research as part of my degree.  The aim of the study is to understand 
the level of compliance and maintenance of service quality in relation to service 
standards set within the Service Delivery Improvement Plan of the agency. 
I wish to invite you to participate in the study by responding to the questionnaire to 
share your experience and impression of service quality maintenance and management 
in your department.   
Your participation is voluntary. You can withdraw from the study at any time should you 
feel that you do not want to continue. Your responses to the questionnaire will be 
confidential. Reponses will at no time be linked to individuals. No identifying information 
will be included in the final report. Information collected will be used to establish an 
impression of service quality maintenance and management within the department 
Your participation in this study will contribute to the development of a proposed model to 
improve service quality maintenance for your department.   
The findings of this study will be made available to the SASSA.  
Yours faithfully 
Enaleen Draai (Ms) 
Researcher (041) 504 3808    
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Annexure K 
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Annexure  L 
Editing and Translation Services 
Renée van der Merwe 
B A Hons (Applied Linguistics) 
SATI Accredited 
       Mobile: 083 415 4570                                                      E-mail:  renee.vandermerwe@gmail.com 
 
To whom it may concern 
This serves as confirmation that the dissertation, A critical evaluation of the quality of social 
development interventions with specific reference to social assistance, by Ms Enaleen Draai, was 
submitted to me for proofreading and language editing. 
 
R van der Merwe 
10 January 2013 
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